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OPINION

W ell, 2022 has already presented enormous 
challenges to LASA Members.

Those who were expecting some summer holiday 
relief with state borders re-opening after nearly 

two years of managing COVID-19 found themselves working 
harder than ever to provide essential services and to protect 
the vulnerable older Australians in their care.

LASA	staff	too,	have	worked	tirelessly	over	the	past	few	
months to support our Members by providing a helping hand 
not only in residential care but also to those in home care and 
retirement living.

LASA senior executives have also been working to provide 
our industry with a strong voice over this time, advocating to 
government about the impact of the Omicron wave on our 
Members	who	were	hit	with	severe	staff	shortages	and	scarce	
supplies of infection control equipment.

Under the aegis of the Australian Aged Care Collaboration 
(AACC), LASA and other key provider groups have campaigned 
for government action to support an industry on its knees and 
doing all it can.

LASA has also worked closely with Aged and Community 
Services Australia (ACSA) to present the government with 
evidence of the impact of Omicron on providers in the COVID 
in aged care – situation report and a concept plan for a 
National Aged Care Coordination Centre to give providers more 
consistent support during the pandemic.

Both of these pieces of work, produced by LASA, provided a 
platform from which the age services industry could argue with 
greater	authority	for	solutions	to	the	crisis	affecting	Members.

This kind of work, and the impact it can have on our advocacy, 
bolsters the reasons behind the decision in December 2021 by 
both the LASA and ACSA Boards to work towards the creation 
of	a	unified	voice.

This is as timely as it is necessary as this year we begin to see 
significant	change	as	the	reforms	recommended	by	the	Aged	
Care Royal Commission pick up pace and the way in which we 
deliver services begins to transform.

In late January, the AACC KPMG project steering committee 
met and formally concluded the initial project that underpinned 
the ACSA/LASA decision to work together to create a new, 
single industry association for aged care. 

To progress this important initiative ACSA, LASA, AACC and 
ACRN (Aged Care Reform Network) have established a new 
Steering Committee with the Chairs and Deputy Chairs of  
these groups to now progress with the exciting process to 
design and deliver a truly representative industry association 
for all providers of aged care services in Australia.

There is a genuine sense of commitment within the Steering 
Committee to take advantage of the opportunity that has been 
created and deliver an outcome that will be transformational. 
This is echoed by the repeated calls of support from our 
Members for this endeavour.

The peaks and their Members alike acknowledge that we 
are all compelled to change; maintaining the status quo for 
the industry representation and development is no longer an 
option.  

This change needs to be truly transformational in nature, and 
cognisant of the Royal Commissioners’ challenge for the 
representatives of the age services industry to lead reform in  
a	unified	and	coordinated	manner.

Our intent for the new single entity is for it to be designed to 
position the industry to engage strongly and constructively  
with	government	during	a	period	of	significant	complex	 
reform and to provide the information, advice, services and 
supports that our Members have come to rely upon, and  
do	this	more	efficiently	and	effectively	in	this	challenging	
operating environment.

This is exciting and daunting, given the huge pressures due  
to the pandemic and the reform agenda. However, the 
opportunity	to	reset	and	transform	to	a	new	unified	industry	
association must be seized if we are to dare to dream of a high 

A UNIFIED VOICE
THE STATUS QUO IS NO  
LONGER AN OPTION

Dr Graeme Blackman  
AO FTSE FAICD

Chairman, Leading Age Services Australia

Continued on page 8

https://lasa.asn.au/news/aged-care-covid-situation-report-2.2.22
https://lasa.asn.au/news/aged-care-covid-situation-report-2.2.22
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performing, trusted and sustainable age services industry that 
is resourced and enabled to enhance the wellbeing of older 
Australians.

The new Steering Committee, Chaired by Claerwen Little, 
National Director of UnitingCare Australia, will oversee the 
design and delivery of the transformation process. 

Fundamental to this process is the backing of our Members. 
With this in mind, a key part of the process will see Members 
receive an Explanatory Memorandum in the next few weeks 
which will make a compelling case for a single organisation. 
This will be part of a communications campaign culminating  
in a Member vote in April. 

Should the vote be successful, a new Board will be formed 
followed by a new constitution, and a new organisation name.

Depending on the vote, the intention is for the new entity 
to commence operations on 1 July 2022—ready to more 
effectively	and	efficiently	represent	and	support	our	
Members. ■

Continued from page 7
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L ast November, the age services industry was planning 
for living with COVID-19 as most of Australia was about 
to	open	state	and	territory	borders	for	the	first	time	
since February 2020.

Then Omicron hit, slamming the entire economy, disrupting 
distribution chains and quickly taking hold across aged care, 
infecting residents and workers.

By	early	January,	our	Members	were	faced	with	severe	staff	
shortages, most with inadequate access to surge workforce 
compounded by little or no delivery of urgently needed PPE 
and	RATs.	Staff	were	working	double	and	triple	shifts	just	to	
keep essential services going to support their vulnerable older 
residents and clients.

On 19 January the AACC and ACTU jointly called on the 
government to respond to the unfolding issues, including 
calls for worker retention payments and to bring in the ADF to 
provide support and ensure care was not compromised. On 
2 February the AACC released its COVID-19 in aged care – 
situation report, which documented the extent of the crisis in 
aged care and reiterated its call on government to deploy the 
ADF to support services 

The day before, following AACC advocacy and amid a 
crescendo of calls on government to fund a pay rise for 
exhausted aged care workers, it announced a bonus payment 
of up to $800 to be paid in two instalments over the next 
couple of months. Within hours it became apparent that 
only some, not all, aged care workers will receive the bonus. 
This	was	against	the	specific	advice	that	we	provided	in	our	
advocacy to government on these payments. 

The	media	and	public	focus	on	aged	care	intensified	further	
and the day before Parliament resumed on 7 February, the 

government announced that 1,700 ADF personnel would be 
made available to support those providers who needed it.

These challenges, among others faced by providers during the 
pandemic,	have	magnified	the	structural	deficiencies	already	
evident	across	the	aged	care	system	and	which	were	identified	
by the Aged Care Royal Commission—namely workforce, 
funding and regulation. These were cracks in the system now 
turned into chasms by the pandemic and particularly the 
Omicron wave over the summer.

While the sector welcomes the ADF deployment and 
acknowledges the retention payment, these are short-term 
stop-gap measures which barely address the current issues, let 
alone the systemic problems.

We know that many of you have been stretched to the limit doing 
all that you can to keep caring for your residents and clients.

With the likelihood of more COVID waves coming, and 
potentially	combined	with	flu	this	winter,	LASA	and	ACSA	have	

STRUCTURAL ISSUES  
IN THE INDUSTRY MUST 
BE ADDRESSED
HOW COVID-19 HAS MAGNIFIED 
THE PROBLEMS, AND OUR CALL 
FOR REFORM

Sean Rooney
Chief Executive Officer

Leading Age Services Australia

Continued on page 10

Sean Rooney speaking about workforce issues on Channel 9’s 
Today Show, 8 February 2022.

https://lasa.asn.au/news/aged-care-covid-situation-report-2.2.22
https://lasa.asn.au/news/aged-care-covid-situation-report-2.2.22
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proposed the government set up a National Aged Care COVID 
Coordination Centre to better plan for supply and allocation of 
surge workforce and infection control resources to avoid the 
dire shortages experienced during summer.

Such coordination would work to smooth out the ‘boom and 
bust’ nature of how COVID is impacting aged care providers 
over the past two years. Supporting this would be a better 
organised rollout of vaccination programs among aged services 
residents and clients.

As we approach the federal election the focus on aged care 
over the summer gives LASA and the AACC an opportunity to 
fine	tune	its	own	campaign	for	aged	care	reform.

The	pandemic	has	magnified	the	sector’s	structural	deficiencies	
identified	by	the	Royal	Commission	final	report.	Given	the	signs	
are that the election, expected in May, could be a close contest, 
we as a sector can press both major parties for a reset of the 
reform process begun after the May Budget last year.

We	know	that	we	need	more	staff,	we	need	them	to	be	better	
paid with access to quality skills training and secondly, we 
need to ensure that aged care services are better equipped to 
protect their residents and clients.

But whoever wins government, we need to go much further 
and the AACC is looking to recast the reform agenda to 

focus	on	the	structural	deficiencies	as	identified	by	the	Royal	
Commission	in	its	final	report	a	year	ago:

•	 Funding	for	an	immediate	pay	rise	for	aged	care	staff	and	
a commitment to fund the outcome of the work value case 
before the Fair Work Commission

•	 Higher quality skills training and career pathways to attract 
and retain workers in aged care

•	 A commitment to fund the true cost of delivery of care and 
services

•	 A refocus of regulation aimed at measuring progress, 
providing support and education rather than simply being 
punitive.

As part of our election campaign on behalf of the age services 
industry, LASA (via the AACC), will present a blueprint to  
both major parties which resets aged care reform and  
focuses	on	the	structural	deficiencies	and	the	impact	of	 
the pandemic.

I am also pleased to report that plans for LASA and ACSA 
to work together to realise a better model for sector 
representation and development are well under way with 
a Member vote planned to be held April. Please read the 
Chairman’s report for more information on this important 
project. ■

Continued from page 9
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A year since the tabling of the Final Report of the Royal 
Commission into Aged Care Quality and Safety, the 
Morrison	Government	has	taken	significant	steps	in	
the reform of the sector.

The framework and platform for change has been set. The 
plan is in place and the sector can now expect to see tangible 
action from the largest reform package of its kind in history.

As	we	have	said	from	the	start,	our	five-year	plan	will	provide	a	
generational shift in the way care is delivered—an emphasis on 
catering to the individual needs  
of residents and ensuring support 
for	those	who	offer	care.		

Change of this magnitude needs 
diverse input and collaboration 
across the sector and the 
community—and so we express  
our gratitude to those who have 
contributed so far. 

The establishment of the National 
Aged Care Advisory Group and 
the Council of Elders is another 
important mechanism to ensure 
the reforms hit the mark. 

The needs of senior Australians, 
their families and carers remain 
at the heart of this rebuild and 
these two groups will ensure the 
implementation of reform strikes 
the correct balance. 

Our	financial	commitment	is	now	
more than $18.3 billion to fund this 
agenda for change across home 
care, residential care, quality and 
safety, workforce and governance. 

The	Government	has	already	made	significant	progress	 
under	the	five	pillars	of	reform,	including	a	32	per	cent	increase	
in the number of direct care workers in residential care, 
improved nutrition through the Basic Daily Fee supplement, 
expansion of the National Aged Care Advocacy Program and 
improved access to quality aged care services in rural and 
remote areas.

We have also addressed serious concerns around the use 
of chemical and physical restrictive practices in our age care 
homes. 

MULTI-BILLION DOLLAR 
AGENDA FOR CHANGE
MORRISON GOVERNMENT’S 
COMMITMENT TO AGED  
CARE REFORM

Senator the Hon. Richard Colbeck
Minister for Senior Australians and 

Aged Care Services

Continued on page 12

Minister Colbeck speaking with residents at a retirement and aged care home in Sydney 
during a recent visit.
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Continued from page 11

Importantly, the introduction of the Australian National Aged 
Care	Classification	(AN-ACC)—a	model	that	will	offer	a	more	
equitable distribution of funding across the sector—will also be 
a game changer. 

The new funding model, along with the establishment of the 
new Independent Hospital and Aged Care Pricing Authority, 
are part of legislation currently before Parliament (The Aged 
Care and Other Legislation Amendment Royal Commission 
Response Bill.2). 

It will include an assessment of the cost of delivery of care which 
will then be recommended to Government and will incorporate 
the important issue of workforce support and wages.  

Importantly, as our response to the pandemic continues, in 
February the Prime Minister announced the government will 
pay a bonus of up to $800 to aged care workers. 

This builds on the previous three bonus payments in 2020 
totalling $600 million, and recognises the dedication and hard 
work of aged care workers. 

Additionally, a $148.7 million investment will see registered 
nurses across the sector rewarded for working for the same 
aged care provider over a six or 12-month period. 

The payment acknowledges the clinical skills and leadership 
of registered nurses in aged care, particularly during such a 
challenging time. 

The next stage of the reforms is underway including the  
draft legislation of a new Aged Care Act; quality of life 
indicators; the new support at home program; innovative, 
dementia-friendly accommodation design; and dementia 
education and training.

More broadly, every year under the Liberal Nationals 
Government, home care packages are up, residential care 
places are up and aged care funding is up. 

The Morrison Government has listened to the concerns  
and hopes of older Australians and their families and is acting 
to ensure a stronger future for the sector and quality care for 
our loved ones. ■
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THE AGED CARE CRISIS 
WILL DECIDE THE 
FEDERAL ELECTION
WHY FUNDING FOR AGED CARE 
AND AGED CARE WORKERS 
SHOULD BE A TOP PRIORITY

OPINION 

L ast month, our union had to resort to opinion polling to 
tell politicians what they should already know.

The aged care crisis is here, it’s real and it’s going to 
help decide the coming election.

JWS Research found a strong majority (62 per cent) of 
Australians believe federal aged care funding should be 
increased, with only 15 per cent believing it is about right. And 
71 per cent of Australians support a 25 per cent increase for all 
aged care workers when told this is equivalent to an increase 
of between $5.40 and $7.20 per hour to increase the average 
wage to $29 per hour.

At the coming federal election, almost half of voters (46 per 
cent) would be more likely to vote for a party or candidate who 
supports increased Federal Government funding for aged care.

Sometimes you have to show politicians their job is on 
the line to get them to do it properly. This is an especially 
sad indictment when you consider we have had a Royal 
Commission and a pandemic to highlight the desperate mess 
that aged care is in.

For	the	last	five	years	the	Health	Services	Union	(HSU)	has	
relentlessly banged the drum for aged care funding. We 
exposed the rationing of sanitary pads in aged care homes and 
the six dollar a day food budgets.

We have pushed constructive solutions. We partnered with 
Equity Economics to show the additional cost of delivering high 
quality, decent care to older Australians in residential aged care 
is $20 billion over four years, which could be funded by lifting 
the Medicare Levy by 0.65 per cent.

This includes personal care workers, recreational activities 
officers,	catering,	cleaning,	administration,	and	other	support	
staff.

We must recognise that the work of the aged care workforce 
has become more complex as the needs of an ageing 
population and community expectations of care have evolved. 
Older Australians are entering residential aged care with 
increasingly complex physical, social and emotional needs, in 
part driven by the increasing rates of dementia.

Yet the starting rate of pay for a personal care worker is $21.96 
per	hour	while	a	qualified	personal	care	worker	earns	$23.09	
per hour.

That it is simply unacceptable.

Indeed	in	their	final	submission,	Counsel	Assisting	the	Aged	
Care Royal Commission recommended that:

“Employee organisations entitled to represent the industrial 
interests of aged care employees covered by the Aged 
Care Award 2010, the Social, Community, Home Care 
and Disability Services Industry Award 2010 and the 
Nurses Award 2010 should collaborate with the Australian 
Government and employers and apply to vary wage rates 
in those awards to reflect the work value of aged care 
employees in accordance with section 158 of the Fair Work 
Act 2009.”

Gerard Hayes
National President

Health Services Union

Continued on page 14

“Our most critical intervention is a 
work value case in the Fair Work 
Commission to increase the pay  
of all aged care workers covered 
by the Aged Care Award 2010 by 
25 per cent.”

https://www.smh.com.au/business/workplace/cost-cutting-and-understaffing-of-aged-care-homes-leads-to-rationing-and-neglect-20171010-gyxn7b.html
https://www.abc.net.au/news/2018-09-17/food-in-aged-care/10212880?nw=0&r=HtmlFragment
http://www.equityeconomics.com.au/delivering-decent-aged-care
http://www.equityeconomics.com.au/delivering-decent-aged-care


OPINION 

It’s simply inexplicable that Scott Morrison and the Liberals  
are yet to back the HSU case for a decent wage rise for  
aged care workers. They won’t even commit to funding 
the outcome of a wage rise awarded by the Fair Work 
Commission. We will be reminding the public of this every day 
until the federal election.

Labor politicians don’t escape scrutiny either. Labor needs to 
be clear on its commitment to aged care or it will risk losing 
support to those independents and minor parties who do.

COVID-19 has completely upended our aged care system, 
but only because it was vulnerable before the pandemic. 
You simply can’t pay people as little as $22 an hour to do 
physically and emotionally exhausting work and expect them 
to keep turning up day in, day out. Especially when they are 
hopelessly	understaffed	and	overworked.

Aged care desperately needs a wage rise and a permanent 
funding boost. Older Australians have been the backbone of 
their community and they deserve dignity, as do the people 
who care for them. ■

Continued from page 13
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#Election2022

about aged care.

#CareAboutAgedCare

Everyone deserves 
quality care as 

they get older but 
Australians don’t 

yet have the aged 
care system they 

deserve.

To get involved visit
CareAboutAgedCare.org.au

https://riskadvisor.com.au
careaboutagedcare.org.au
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T he Australian Aged Care Collaboration represents more 
than 1,000 organisations. Together, we currently care 
for 1.3 million older Australians—and we are united in 
our call for workforce reform as a key election issue.

It is estimated that around 1.5 million people will be accessing 
subsidised aged care services by 2023/24, and care is 
delivered by a workforce of more than 400,000 people. 

In 2020, there were 277,671 workers in residential aged care, 
80,340 workers delivering home care packages, and 76,096 
workers delivering Commonwealth Home Support Program 
services.	Direct	care	staff	make	up	the	largest	workforce	
contingent,	and	most	direct	care	staff	work	in	permanent	part-
time positions.

Since the start of the pandemic, aged care workers have gone 
above and beyond to deliver care. They have been on the 
frontline of the response, keeping people as safe as possible in 
uncertain times. 

Aged care workers should be getting the pay they deserve and 
career certainty. The Aged Care Royal Commission recognised 
this.	It	called	for	higher	wages,	better	qualifications,	and	more	
time for workers to spend with older people.

The Government’s response to the Royal Commission did not, 
however, adequately address the workforce pressures we are 
now	contending	with.	Staffing	pressures	in	aged	care	have	
been building for decades. The pandemic has only made them 
worse, fueling the current crisis. 

Some older people are being turned away from services 
because	providers	do	not	have	enough	staff.	In	2021,	each	
resident was losing 26 hours of care a year because of shifts 
that	could	not	be	filled,	and	some	home	care	clients	had	
difficulty	accessing	any	services	at	all.

Fixing the aged care pay gap is the key to solving this crisis. 
Nurses and carers in aged care are paid much less than if they 
worked in the disability or health sectors. This is the number 
one reason why workers leave the sector. 

Fixing	aged	care	means	fixing	aged	care	funding.	This	is	the	
only	way	that	providers	can	hire	enough	staff,	invest	in	quality	
care for older people, and prepare for what the pandemic 
throws at us next.

At this upcoming election, we are campaigning to urgently 
address the workforce crisis and are seeking a collaborative 
commitment from electoral candidates to address resource 
issues in the long term. We are asking all parties and 
independent candidates to join representatives of older people 
and their carers, providers, unions, and health professionals in 
supporting a national aged care workforce partnership.

In line with this partnership, we are calling for:
1. A Workforce Partnership Supplement for providers to spend 

immediately on increasing wages, training, minutes of care, 
24-hour nursing and COVID-19 prevention and workforce 
retention costs.

2. A minimum wage increase for aged care workers by funding 
the Fair Work Commission Work Value Case, and award 
wage increases from July 2022.

3. A commitment to a multidisciplinary workforce by putting in 
place an allied health needs assessment and funding model 
by July 2024.

The COVID-19 pandemic, presenting on the back of the  
Royal Commission, has brought to the forefront much  
needed public visibility and a political imperative for action to 
alleviate aged care workforce pressures. Without immediate 
changes, the aged care sector won’t be able to recover from 
the current crisis. 

Action to address aged care workforce pressures is necessary 
to	prevent	the	quality	of	care	for	older	Australians	from	suffering	
further. It’s time to make sure that older Australians get the care 
they deserve, by investing in the aged care workforce central to 
the delivery of care. We need to act now, once and for all.

Sean Rooney is Chief Executive Officer, Leading Age 
Services Australia.
To get involved visit careaboutagedcare.org.au

A LANDMARK ELECTION  
FOR AGED CARE

THE INDUSTRY’S CALL FOR WORKFORCE 
ACTION IS LONG OVERDUE

http://www.careaboutagedcare.org.au
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T here are residential aged care managers moving their 
caravans on-site so they can be available for their 
staff	24/7,	with	many	not	having	a	day	off	since	before	
Christmas,	while	huge	numbers	of	staff	are	working	

tired—doing double and triple shifts, to care for our most 
vulnerable older people.

Senior	staff	are	showering	and	feeding	residents,	chefs	are	
serving meals and washing dishes, maintenance workers and 
administrative	staff	are	doing	laundry,	helping	with	personal	
care and connecting residents with their families on iPads and 
through Zoom meetings.

They say it’s like working in a war zone. Some say it’s like a 
nightmare.

LASA Residential Aged Care Specialist Cheryl Edwards says 
while the industry has been preparing for this moment—with 
thorough	planning,	stocking	up	on	PPE,	and	additional	staff	
training in Infection Prevention and Control—this hasn’t made  
it any easier. And it’s probably worse than expected. 

“Providers understood that when restrictions were removed, 
COVID-19 would spread in the community. They knew it was 
inevitable	that	staff	would	be	affected,	so	additional	training	
was	given	where	necessary,	such	as	food	hygiene,	so	staff	
would be prepared to take on those additional duties within the 
scope of their role, but that they might not ordinarily perform,” 
she said.

“However,	with	the	incredible	proportion	of	staff	members	
sidelined due to being unwell or being a close contact of 
someone with COVID-19 over the summer period, even this 
step	was	not	enough	to	avoid	a	significant	workforce	crisis.

“Surge workforce provided by the government has been 
insufficient,	and	providers	in	regional,	rural	and	remote	areas	
have been impacted the most.

“In some cases, there is only one Registered Nurse to 
cover	140	residents	over	a	shift.	Staff	members	are	working	
without	weekends	or	even	sufficient	rest.	This	is	simply	not	
sustainable.”

Cheryl takes aim at those who label residential aged care 
providers neglectful, because the stories she is hearing on a 
daily basis, since the pandemic began, speak to the complete 
opposite.

“Staff	are	tired	but	fuelled	by	passion	for	their	job,	and	
dedication and love towards the residents they care for, but 
when the pandemic eases, I expect we are going to see a  
mass exodus.”

She says a surge workforce is a must. Beyond the Australian 
Defence Force, Cheryl suggests healthcare workers in training 
be directed towards carer roles, in an ongoing way.

“We have nurses, doctors, physiotherapists and occupational 
therapists at university, who would gain practical experience, 
while helping to plug the workforce gap—it’s a win-win.”

WORKING IN A WAR ZONE
WHAT THE PANDEMIC FRONTLINE IS LIKE, 
AND WHY AGED CARE WORKERS ARE OUR 

UNSUNG HEROES

Continued on page 18

Cheryl with one of her chickens, Astra, whose sister is Zeneca 
and father is Corona. Her chickens have helped maintain her 
sanity during the pandemic.
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In	her	role,	Cheryl	offers	a	listening	ear	and	sound	advice	to	
LASA	Members,	and	hears	first-hand	the	challenges	they	face.

“Over Christmas the phone rang hot with Members in need, 
and we were able to escalate those issues with the Department 
of	Health,	but	often	people	just	need	to	debrief,	find	support	
and	encouragement,	and	perhaps	a	different	perspective	or	
fresh ideas,” she said.

“Unfortunately, they are faced with a diabolical situation. On 
top of the pandemic there has been the introduction of new 
aged care reforms, with tight time frames for implementation 
and increased documentation required.

Cheryl says there are providers not being given the right PPE, 
such as one that was sent 8,000 goggles but didn’t need them. 
In other cases, the PPE is sub-standard and falling apart, and 
filtration	masks	that	are	meant	to	be	individually	fitted	are	being	
sent in one size only.

Rapid Antigen Tests were slow to be delivered to aged care 
homes across Australia (as was the government’s pledge 
on 23 December last year) and those that do have them, are 
not	always	being	given	a	sufficient	amount	for	the	number	of	
residents in their care. 

“We’re putting our people in a war zone without the right 
equipment; and it beggars belief,” she said.

“One Member told me it’s like putting on your seatbelt on after 
the car has crashed.”

Despite	the	current	crisis,	staff	members	and	especially	lifestyle	
teams are still trying to do their best to maintain quality of life 
for residents. Grand Cedar bought a dog called Coco to help 
spread some joy. Coptic Hostel ordered sand to be dumped in 
their open space, which they transformed into a beach setting, 
giving	the	residents	‘fish	n	chips’	and	ice	cream,	to	emulate	the	
trips to the beach they had been missing. 

Working in a management role in aged care for 37 years, Cheryl 
says she has never been more proud to say she works in this 
industry.

“Aged	care	staff	are	unsung	heroes	and	I’ve	never	been	more	
proud of them. Unfortunately the pandemic is going to take its 
toll, and we are going to lose a lot of talented, caring and highly 
skilled people from our industry.”

Linda Baraciolli is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.

Continued from page 17

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

www.realiseperformance.com.au
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W e hear it time and time again—in the media,  
from residents and from resident advocacy 
groups—that retirement living contracts are 
complex and confusing. Why is that so and what 

can we do about it?

Across the country, at the time of writing, we have six states 
undergoing some degree of legislative reform. Three of these 
(VIC, SA, WA) are conducting a comprehensive review of their 
respective retirement village legislation. LASA represents 
our Members on the Stakeholder Reference Groups (SRGs) 
contributing to these reforms and we have been quite vocal in 
advocating for fundamental change to the language used in 
legislation. This is a responsibility of the Regulator and it must 
be	one	of	the	first	pieces	of	reform	to	be	implemented.	

Retirement village contracts must utilise the language used in 
their respective state Retirement Village Act and regulations. 
However, the terms used are not consistent with ‘real estate’ 
language that potential residents will have been exposed to 
during their life when they may have purchased a house or 
apartment in the suburbs. 

This is because in most instances residents entering a 
retirement village are not purchasing real estate, they are 
purchasing a ‘right to occupy’ or a ‘lifetime lease’ and the 
operator of the village owns the land and buildings. This 
can	vary,	depending	on	the	financial	model	and	terms	of	the	
contract provided by the operator. 

For the purpose of this article we will focus on the language 
used for the more prominent ‘lifetime lease’ model.

Table	1	identifies	the	language	used	in	various	state	legislation	
for payments a resident will make when entering and leaving a 
village. Terms such as ‘ingoing contribution’, ‘exit entitlement’, 
‘premium’ and ‘deferred management fee’ are not terms that 
clearly articulate their intent. 

When entering a village, a resident will pay an ingoing 
contribution. This can also be interpreted as the ‘purchase 
price’, but resident groups and regulators argue that this 
implies that the resident is actually buying the home, not simply 

leasing it. During the SRG meetings, resident advocacy groups 
have pushed for language such as ‘for sale’ to be prohibited 
from marketing material, citing that it is also misleading. An 
appropriate term for the ingoing contribution could be ‘lifetime 
lease bond’ or simply ‘bond’.

RETIREMENT LIVING: LANGUAGE 
IS OUR DOWNFALL

WHAT WE CAN DO ABOUT MAKING 
CONTRACTS CLEARER

Continued on page 20

STATE INGOING
Term used in 
legislation and 
regulations

OUTGOING
Term used in 
legislation and 
regulations

DMF
Deferred 
Management 
Fee

QLD Ingoing 
Contribution

Exit Entitlement Exit Fee

NSW Ingoing 
Contribution/
Entry Payment

Sale Proceeds Exit Fee/ 
Departure Fee

VIC Ingoing 
Contribution

Refundable 
Ingoing 
Contribution

Departure Fee

SA Ingoing 
Contribution

Exit Entitlement Exit Fee

WA Premium Refundable 
Premium

Exit Fee

RECOMMENDED 
NATIONAL 
LANGUAGE

LIFETIME LEASE 
BOND or BOND

BOND REFUND LEASE PAYMENT

Retirement living  
contract terminlogy 

across Australia

Table 1: The inconsistency and poor clarity of language used 
in retirement living contracts across Australia can cause 
confusion. 
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The Deferred Management Fee (DMF) is a term that is also 
foreign to prospective residents. It’s not really a fee. It is the 
‘lease payment’ for the period of tenure in the village. The lease 
payment will be deducted from the ‘bond’ when the resident 
leaves the village and the balance of the bond, known as the 
‘exit entitlement’ is returned to the resident or their estate. This 
term ‘exit entitlement’ may be suitable as its intent seems clear 
but ‘bond refund’ may be more appropriate for consistency of 
language.

The DMF itself can cause further complexities. Resident 
contracts, in most states, require the operator to lay out clear 
examples of the DMF and what a resident will receive when 
they leave the village at any point along the continuum; for 
example,	after	one	year,	three	years,	five	years	or	10	years	in	
the village. This can be easily calculated in advance when the 
exit entitlement is calculated using the ingoing contribution 
paid by the resident. It becomes impossible to provide these 
calculations when operators have contracts that calculate the 
exit entitlement of the outgoing resident based on the next 
resale	price	as	this	is	not	known	when	the	first	resident	entered	
the village, sometimes 10 to 15 years prior. These contracts 
generally have a ‘capital gain’ share with the operator, which 
may also include an equal share in refurbishment costs.

LASA has advocated for more appropriate, consistent 
language across the country and despite calls for one national 
Retirement Village Act, we don’t see state based regulators 
giving up their turf. 

Paul Murphy is Principal Advisor – Retirement Living & 
Seniors Housing, Leading Age Services Australia.

Continued from page 19

With our extensive industry experience and superior product knowledge, we supply 
quality products to fulfil the needs in Hospitals, Aged Care Facilities and Home Care in 
Therapeutic Surfaces, Beds, furniture, Patient Handling, Bathroom/Toilet Aids, Mobility, 
Respiratory, Paediatric, Hospitality and all other equipment.

Established industry relationships provide access to a range of respected global 
healthcare products.

As an integrated Group network, we offer streamlined distribution capabilities across Australia. 
Our operation relies on state-of-art warehouse facilities and management systems. The holding 
of stock across multiple locations ensure we uphold our excellence in service and delivery 
guarantees for products and spare parts.

Leading provider of healthcare products.

We pride ourselves in offering the best possible value and service, 
providing the best outcome for projects of all sizes and scope.

Get in touch today:
P: 0416 287926
E: snthealth@bigpond.com W: https://snthealthsupplies.com.au

SAVE 
THE DATE

7 August 2022

THANKS 
FOR 

CARING!

https://snthealthsupplies.com.au
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T he LASA Excellence in Age Services Awards have 
a new look in 2022. Just opened, applications have 
already been received from people eager to nominate 
their hard-working colleagues.

With a proud history in recognising and promoting excellence 
in the age services industry, the awards were previously hosted 
at a state level, and national winners selected from state 
finalists.

This year, the program has been redesigned, with all 
nominations going directly into the prestigious national awards.

The categories have also been reimagined, with two new 
categories	established	to	reflect	the	important	role	of	
executive leaders as well as volunteers, who make a valuable 
contribution to the lives of vulnerable older Australians. 

Leading Age Services Australia (LASA) CEO Sean Rooney 
says the LASA Excellence in Age Services Awards are more 
important now than ever before, as an opportunity to showcase 
the tremendous talent and dedication to quality service that 
exists in the age services industry.

“The age services industry has carried an enormous burden 
since the beginning of the pandemic, yet as individuals they 
continue to go about their work with a smile and good cheer,” 
he said.

“Because for the people who care for our most vulnerable older 
citizens, the focus is entirely on making lives better.

“It’s	not	about	the	hardship	faced	by	understaffing,	
underpayment, under-resourcing, it’s about the joy in caring 
for others, in doing their best to support the elderly and frail 
people of our community.

“We want to honour those individuals, teams and organisations 
that are continuing to excel during these challenging times. 
There are many of them, and we are sure the selection process 
will be tough.”

LASA encourages nominations in the following categories: 
Individual, Team, Organisation, Executive Leader and Volunteer.

Individual Award. This award recognises those individuals 
who have demonstrated excellence through their contribution 
and dedication in the delivery of aged care and services. This 
award	is	particularly	for	those	who	have	made	a	difference	in	
their workplace and in the lives of older Australians.

Team Award. This award recognises a team within an 
organisation that is a part of the age services sector who 
have demonstrated ongoing excellence through an initiative 
or contribution that improves the lives of older people in the 
delivery of care and services.

Organisation Award. This award recognises an organisation 
that has continuously showcased excellence through an 
initiative or contribution that improves the lives of older people 
through the delivery of care and services.

Executive Leader Award. This award is for executive leaders 
within the age services industry. The nominated executive 
leader will need to demonstrate outstanding leadership and 
excellence through their contribution and dedication in the 
delivery of aged care and services.

Volunteer Award. This award recognises the un-sung heroes 
of our industry, the volunteers. This award is for a volunteer 
who consistently goes above and beyond through their 
initiative or contributions to improve the lives of older people.

Nominations	close	on	20	May	2022	and	finalists	will	be	
announced on 6 June 2022. The awards presentation will take 
place on Aged Care Employee Day, which is celebrated each 
year on 7 August 2022. 

Linda Baraciolli is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.
For more information visit www.lasa.asn.au/2022-
excellence-in-age-services-awards

LASA INDUSTRY EXCELLENCE 
AWARDS NOW OPEN

REDESIGNED NATIONAL FORMAT AND NEW 
CATEGORIES PROVING POPULAR
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“You think that because you understand ‘one’ that you 
must therefore understand ‘two’ because one and one 
makes two. But you forget that you must also understand 
‘and’.”—Sufi teaching

Faced with ever-increasing market pressures and demands, 
it is safe to say that many age services organisations have 
been mandated to take on more than they can handle, and are 
stretched to the limit. 

Not only is there more work to do, there are also more kinds of 
work to deliver—and this is laced with the imperative of ever 
shorter timeframes, increasing performance standards and 
persistent	financial	pressures.	

Over the last four years we’ve seen a succession of changes and 
disruptions to the sector: consumer directed care, expansion 
of Home Care Packages, new Quality Standards, a workforce 
review,	a	Royal	Commission,	challenging	bushfires,	the	
COVID-19 pandemic, and comprehensive aged care reforms.

For any organisation navigating through these changes 
and disruptions, what began as a spurt of success and 
achievement probably now feels more like chronic overloading, 
with potential calamitous workforce and care outcomes. 

The furious pace of our sector’s new normal, primarily 
instituted onto us by policy-makers, is now leading to less than 
ideal outcomes for older Australians and their families. Not only 
has this frenetic pace sapped our workforce’s ability to care 
better, our providers’ focus and energy is now scattered in a 
multitude of disparate regulatory and operational directions.

The recent series of federal and state government discussions 
to consider surge workforce initiatives for the sector is 
indication that something is wrong. However, in typical fashion, 
much of what is considered merely addresses the symptoms 
and not the cause. 

All the while, fatigue envelopes our sector, and passionate 
workers, who’ve lost the strength to ‘push on’, hand in their 
resignations. 

The present sector state-of-play exhibits the following 
destructive activity patterns:

•	 Overloaded. Employees are saddled with too many activities, 
and don’t have the time and resources to do their work.

•	 Multi loaded. Employees are asked to do too many types 
of activities. 

•	 Perpetually loaded. Employees are having to deal with never-
ending cycles of change, and levels of high-intensity work. 

While there’s nothing that can be done to circumvent sector 
regulatory requirements and reforms, board members and 
CEOs should consider ways to ensure workforce sustainability 
with	organisation-specific	initiatives.	

Professors	Heike	Bruch	and	Jochen	Menges	offer	the	following:

•	 Stop the action. Ask employees for ideas on ‘What we 
should stop doing?’ 

•	 Be clear about strategy. Terminating non-essential 
tasks requires CEO fortitude. They must ensure that the 
organisation’s strategy is clearly understood throughout the 
entire	firm.

•	 Decide how to make decisions. Find a systematic way to 
make hard choices, as not every project that supports the 
firm’s	strategy	is	essential.	

•	 Declare the turmoil over. Avoid continuous rounds 
of change, and carve out opportunities for workers to 
reasonably work at their own pace. 

The main lesson here for ambitious policy-makers and sector 
leaders is this: don’t perpetually push organisations to their 
limits, because something will eventually break. The last few 
years of non-stop sector reforms during a pandemic illustrates 
this point clearly. 

Everyone in the sector understands that we go through energy-
intense phases, and must navigate through crisis situations. 
However, demanding from our workforce the same levels of 
high intensity every day without end is unsustainable. 

It’s unacceptable that we allow the current landscape to be 
defined	as	‘just	another	day	in	aged	care’.	

Non-stop change leads to fatigue, burnout, and loss of 
organisational focus and innovation. For many weaned on 
a rhetoric of growth (at the expense of everything else), 
it’s realising that addressing our present predicament is an 
exercise in subtraction rather than addition. 

Merlin Kong is Head of innovAGEING and Interim Director 
of the Centre for Workforce Development & Innovation, 
Leading Age Services Australia.
For more information visit www.innovageing.org.au
Merlin was recognised by the Australasian Society of 
Association Executives as an Association Influencer 2020.

MOVING FAST, DOING MORE, 
BREAKS A WORKFORCE

www.innovageing.org.au


My favorite thing about working in aged care is the 
amazing relationships you build with clients and 
residents. I love visiting the facilities,  getting to meet 
the residents and the staff and developing long term 
relationships. Every day we are helping the facilities and 
providing quality staff to support their residents is very 
rewarding, consistency of care is the key and building 
long lasting relationships makes a big difference.

I was very fortunate to be a part of the COVID-19 
vaccination project team who commenced the rollout 
of Pfizer vaccinations for Tier 1 Residential Aged Care 
Facilities. It was incredibly rewarding to be part of such 
an amazing project and is definitely a career highlight.  
Witnessing the residents receive their first and second 
doses of the vaccination, they were so excited and 
seeing the relief in the faces of the family members who 
had been scared for their loved ones.    

A personal achievement for me this year is being accepted 
into the LASA Next Gen program. I am very excited about 
what we can achieve together to make a difference within 
this industry and to the lives of our elderly. 

I wish people knew how amazing the friendships that 
you build can be, not only with residents but the staff 
in the facilities as well. I believe working in aged care 
is special, and it takes a special kind of person to work 
in this space who happily dedicates their days to take 
care of our elderly. I know first-hand how rewarding 
working within this amazing sector is, so I can only begin 
to imagine how fulfilling it must be for the nurses and all 
staff on the floor providing the quality care every day to 
our residents!

Hello my name is Maddison Styles. I have worked 
for Healthcare Australia since February 2018, 
commencing as a Recruitment Consultant, recruiting 
for acute and aged care nurses.

During this period it became apparent that I had a 
passion for the aged care sector and was promoted 
to Aged Care Client Services Manager for Brisbane 
in August 2019. During my tenure, my main focus is 
providing a quality service to my clients, finding the best 
nursing staff in the market place to enable consistency 
of care for the residents. I am passionate about my role, 
knowing that I am making a difference to the quality of 
care for many residents and this gives a great deal of 
job satisfaction. Working within aged care allows me 
to explore many other opportunities to grow and learn 
more about caring for our elderly,  I am in incredibly 
proud to be part of this amazing sector. 

LASA

What are your proudest 

achievements in the age 

services industry so far?

What is your favourite

    thing about working 

 in aged care?

What do you wish other people 

knew about aged care?

Tell us a bit 

about yourself

Ambassador Spotlight
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“We’re doing the best that we can do with what we 
have right now, and that’s all we can be expected to do. 
The present situation is beyond just being resilient.”—
Anonymous Aged Care Worker

The	Oxford	Dictionary	defines	resilience	as	‘the	capacity	to	
recover	quickly	from	difficulties;	toughness’.	Combined	with	
notions of resilience as a muscle—described as ‘strengthening 
your resilience muscle’—it makes sense that as a society we 
believe that overcoming stress and adversity invariably makes 
us tougher. 

The US Marines have a saying that ‘pain is just weakness 
leaving the body’. Equally, Nietzsche’s saying, ‘that which does 
not kill us, makes us stronger’ has been covered extensively 
in song by modern musicians ranging from 2Pac to the 
Wannadies. 

As the sector is currently trying to get by in the face of the 
present Omicron wave, and navigate through Government 
imposed reforms and regulations to boot, we see the workforce 
landscape littered with resilience training, and links to articles 
about how to be more resilient. 

Much like organisational mindfulness initiatives prior, the onus 
is	on	workers	to	fix	themselves	and	be	tougher,	never	mind	that	
organisations and governments have had a hand in creating 
the	present	operating	landscape	in	which	we	find	ourselves.	

Yet, following this metaphor of resilience as a muscle, it  
would be safe to say that overdeveloped muscles can be 
unhealthy, if not even, freakish. Simply put, our strengths can 
also become our weakness in a perverse case of too much  
of a good thing. 

It is perhaps not a coincidence that in the present state of our 
sector, while many are touting the resilience mantra, others are 
saying that they’re fed up with being resilient.

Deconstructing the quote at the start of this op-ed, there is a 
clear sense that the worker and their colleagues have been 
pushed to their limits. Equally, they are compelled by others to 
push on. Inherently, we’re seeing the two faces of resilience. 

A study conducted by Adrian Furnham and colleagues 
identified	that	when	people	deal	with	stressful	circumstances,	
some	assume	a	fearless	approach	and	inflate	their	sense	of	

self, while others adopt avoidance as a coping mechanism, 
where they become emotional and fear rejection. 

According to Furnham, although resilience is a positive trait, 
it	can	also	have	a	dark	side.	He	and	his	colleagues	offer	the	
following:

“The Bold personality was found to be a positive 
predictor of resilience. One such example is the trait ‘self-
enhancement’, which is defined as a disposition to be overly 
positive towards the self or possessing unrealistic self-
serving biases. 

The overall impact of Bold personality may benefit resilience 
by providing additional protective resources through a 
combined effort of personal self-confidence, focusing on 
the positives and ignoring the negatives both personally and 
socially, and blaming others for their own failings.”

In short, although the bold personality trait is considered 
the better indicator of resilient traits, the traits that allow us 
to be resilient also inhibit awareness of our limitations and 
overestimate	our	abilities—limiting	our	ability	to	be	effective	
leaders. 

Simply put, the right leader is not the most psychologically 
resilient person; resilience is not enough. Traits like integrity, 
and	a	strong	sense	of	duty	of	care	towards	staff	and	elders,	are	
vital elements of the leadership equation. 

In times of stress and trauma, we all want a strong leader 
who seems impervious, and can shield us from what seem 
like impossible goals and unpleasant work circumstances. 
Yet, these same leaders can also be the instigators of these 
impossible goals and circumstances.

Being open to change, in a way that makes life easier for 
everyone,	is	a	more	effective	option.	As	demonstrated	by	our	
experience with the COVID-19 pandemic, viruses are more 
difficult	to	live	with	when	they	are	more	resistant.

Merlin Kong is Head of innovAGEING and Interim Director 
of the Centre for Workforce Development & Innovation, 
Leading Age Services Australia.
For more information visit www.lasa.asn.au/lasa-next-gen
Merlin was recognised by the Australasian Society of 
Association Executives as an Association Influencer 2020.
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A chieving quality dementia care is one of Dementia 
Australia’s strategic priorities. While many of the key 
priorities in Dementia Australia’s Roadmap for Quality 
Dementia Care have been supported by Government 

through the current aged care reform process and the 2021 
Federal Budget, there is still much to be done. 

Dementia Australia is calling for support of three crucial 
initiatives outlined in our 2022-23 Federal Pre-Budget 
Submission, which build on existing measures designed 
to deliver quality care and inclusion for people living with 
dementia.

The	first	initiative	is	compulsory	dementia	education	for	the	
aged care workforce through an investment in training and 
education programs and 
tools. With more than 
two-thirds of aged care 
residents living with a 
moderate to severe cognitive 
impairment, dementia 
education and training is 
critical. Although funding 
was allocated to aged care 
workforce education as 
part of the Government’s 
response to the Aged 
Care Royal Commission’s 
recommendations, more 
is required to ensure that 
all aged care workers are 
appropriately educated and 
supported to provide quality 
dementia care.

Another one of the initiatives outlined in our submission is the 
need to ensure quality dementia care extends to the delivery of 
a National Dementia Palliative Care Program, which will provide 
specialist dementia palliative care.  

A national program can be established through the expansion of 
Dementia Australia’s Nightingale Program. Dementia Australia’s 
Nightingale Program, established in 2016, is a unique and 
innovative nurse-led model of palliative care. It is the only 
specialist dementia palliative care program in Australia, providing 
dementia-specific	education	and	clinical	support	to	people	living	
with dementia, their families and carers in South Australia. 

The program was originally developed to improve planning 
opportunities and early access to a palliative approach to 

ENSURING QUALITY DEMENTIA 
CARE IS A FOCUS OF AGED  

CARE REFORM
SPECIALISED CARE AND  

DEMENTIA-FRIENDLY COMMUNITIES  
PLAY A CRUCIAL ROLE

Continued on page 30

Dementia-Friendly Communities encourage inclusivity and facilitate access to different experiences.

https://www.dementia.org.au/sites/default/files/2021-03/PFOD-Roadmap-paper-noPrev-March-2021.pdf
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care. The program provides strategies and advice to support 
people living with dementia, their families and care providers, 
with a focus on promoting choice and wellbeing during all 
stages of diagnosis.  

The third initiative outlined in the submission is the continuation 
of our Dementia-Friendly Communities program, which creates 
inclusive suburbs or towns where people living with dementia 
are able to continue living the life they choose.

Established in 2016, the program aims to improve 
understanding and awareness, and to reduce the stigma, 
discrimination and social isolation associated with dementia, 
through the development of communities that welcome 
people living with the condition. The program’s commitment 
to inclusive communities encompasses supporting people 
with dementia to live with purpose and make a meaningful 
contribution to changing attitudes about dementia.  

Approximately 70 per cent of people with dementia live in the 
community. Dementia-Friendly Communities play a critical 
role in encouraging inclusivity, respecting the rights of people 
living with dementia and facilitating access to the services, 
supports, activities and spaces to which every Australian 

citizen is entitled. Since its inception in 2016, the program has 
inspired the involvement of 33,000 Dementia Friends, including 
more than 4,500 people living with dementia, their families and 
carers.

The program team work closely with an increasing number 
of Dementia Alliances, Dementia-Friendly organisations and 
more than 100 Dementia Hosts (people who host Dementia 
Friends sessions). The program’s success is based on the 
central role that people living with dementia play in all program 
tiers, from the establishment of Alliances and the development 
of action plans, through to awareness raising activities and 
implementation of grassroots dementia–friendly change 
initiatives. 

People living with dementia, their families and carers have told 
us what they need and Dementia Australia is committed to 
seeing through a transformation that improves the quality of 
care and support for all people impacted by dementia. 

Maree McCabe AM is CEO, Dementia Australia.
For more information visit www.dementia.org.au/tips-for-
grassroots-dementia-advocacy

Continued from page 29

CLOUD

National e-Tools Resident Agreement

+ Add

WEB e-tools.com.au     EMAIL info@e-tools.com.au     TEL 03 9573 3277   

~ Azure AD & DocuSign are not part of the NeRA Cloud package inclusions, however NeRA Cloud integrates with both solutions. 
Organisations will need to manage their own Azure AD & DocuSign accounts. Mar 2022

Discover NeRA Cloud via a free online demo.

SCHEDULE AN ONLINE DEMO

Data Mobility
 Access your data on-the-move with a smart device.

Increased Productivity
 Work faster with more efficiency, allowing more time to 
focus on care & quality outcomes. 

Cost Savings & Scalability
 Scalable data capacity means you pay for only what you need. 
 Rely less on your IT support with automated software updates.
 Potential savings on in-house server costs associated with 
e-Tools data storage.

Advanced Security & Data Protection
 High level of protection from cybersecurity threats.

NeRA
CLOUD

NeRA CLOUD
RESIDENT AGREEMENT SOFTWARE

DATA & COMPLIANCE 
AT YOUR FINGERTIPS

National e-Tools 
Resident Agreement

POWERFUL FEATURES TO 
PROMOTE EFFICIENCY &   

PROTECT YOUR BUSINESS

TOP REASONS TO MOVE TO THE CLOUD

Enquiry & Waitlist 
Management

Enables easy follow-up 
& conversion

Rooms
Module

Generate consistent 
quotes & agreements

Standard API 
Integration

Link with other programs
for transfer of data

DocuSign 
E-Signature

Integration option to allow 
for electronic signatures~

Multi-Factor 
Authentication

Extra security layer to 
prevent unauthorised access

Azure AD Single 
Sign-On Integration

Integration option with 
Azure AD~

NeRA Cloud is the next evolution of resident agreement software 
and marks the start of a new era.

Established in 2006, NeRA is moving to the cloud to offer advanced 
features that promote efficiency, quality outcomes and growth. 

Achieve more by moving to the cloud.

2022 AMH Aged Care 
Companion COMING SOON

2021

The AMH Aged Care Companion is a trusted,  
practical reference for all health professionals and  
carers who work with older people. It contains the latest 
evidence-based information on the management of  
more than 70 conditions common in older people.  
Available in book or online.

For further information or to purchase go to www.amh.net.au

file:///Users/sonyamurphy%201%202/Dropbox/Adbourne%20Publishing/WIP2/LASA/LASA%202022/LASA%20Autumn%202022/Editorial/Autumn22_Theme/%20www.dementia.org.au/tips-for-grassroots-dementia-advocacy
file:///Users/sonyamurphy%201%202/Dropbox/Adbourne%20Publishing/WIP2/LASA/LASA%202022/LASA%20Autumn%202022/Editorial/Autumn22_Theme/%20www.dementia.org.au/tips-for-grassroots-dementia-advocacy
https://e-tools.com.au/nera-resident-agreement-software-cloud-lead/
www.amh.net.au


CLOUD

National e-Tools Resident Agreement

+ Add

WEB e-tools.com.au     EMAIL info@e-tools.com.au     TEL 03 9573 3277   

~ Azure AD & DocuSign are not part of the NeRA Cloud package inclusions, however NeRA Cloud integrates with both solutions. 
Organisations will need to manage their own Azure AD & DocuSign accounts. Mar 2022

Discover NeRA Cloud via a free online demo.

SCHEDULE AN ONLINE DEMO

Data Mobility
 Access your data on-the-move with a smart device.

Increased Productivity
 Work faster with more efficiency, allowing more time to 
focus on care & quality outcomes. 

Cost Savings & Scalability
 Scalable data capacity means you pay for only what you need. 
 Rely less on your IT support with automated software updates.
 Potential savings on in-house server costs associated with 
e-Tools data storage.

Advanced Security & Data Protection
 High level of protection from cybersecurity threats.

NeRA
CLOUD

NeRA CLOUD
RESIDENT AGREEMENT SOFTWARE

DATA & COMPLIANCE 
AT YOUR FINGERTIPS

National e-Tools 
Resident Agreement

POWERFUL FEATURES TO 
PROMOTE EFFICIENCY &   

PROTECT YOUR BUSINESS

TOP REASONS TO MOVE TO THE CLOUD

Enquiry & Waitlist 
Management

Enables easy follow-up 
& conversion

Rooms
Module

Generate consistent 
quotes & agreements

Standard API 
Integration

Link with other programs
for transfer of data

DocuSign 
E-Signature

Integration option to allow 
for electronic signatures~

Multi-Factor 
Authentication

Extra security layer to 
prevent unauthorised access

Azure AD Single 
Sign-On Integration

Integration option with 
Azure AD~

NeRA Cloud is the next evolution of resident agreement software 
and marks the start of a new era.

Established in 2006, NeRA is moving to the cloud to offer advanced 
features that promote efficiency, quality outcomes and growth. 

Achieve more by moving to the cloud.

https://e-tools.com.au/nera-resident-agreement-software-cloud-lead/


32

STRONGER TOGETHER

A new exercise program is showing how allied health 
providers, residential aged care providers and 
Primary Health Networks can work together to 
achieve better health outcomes for older Australians.

A Government-funded initiative, SUNBEAM is an exercise 
program consisting of individually prescribed, progressive 
resistance training and balance exercises delivered twice 
weekly in a one-hour group format. 

Several years in the making, an Australian study published in 
2018	found	that	the	program	significantly	reduced	the	rate	of	
falls and improved physical performance in residents of aged 
care and opened the door for discussions around improving 
clinical practice and health outcomes for residents.

Now fully funded, the program is being actively trialled by 
several allied health providers in the aged care setting to further 
demonstrate	the	benefits	of	individualised	resistance-based	
exercise therapy. 

For Plena Healthcare—a company of allied health 
professionals—this has meant partnering with Primary Health 
Networks across Victoria and New South Wales as part of a 
trial delivery of the Allied Health Group Therapy Program, or 
SUNBEAM, since 2021. 

Australia’s 31 Primary Health Networks (PHNs) are independent 
organisations working to streamline health services – 
particularly for those at risk of poor health outcomes – and to 
better coordinate care so people receive the right care, in the 
right place, at the right time. For the SUNBEAM program, this 
has involved commissioning allied health providers to deliver 
the program while facilitating the collection and analysis of 
qualitative and quantitative data as residents progress through 
each week of exercises.

Traditionally, the work of allied health in aged care has been 
predominantly comprised of passive therapies such as 
massage and pain management interventions. SUNBEAM 
has provided clinicians with the opportunity to reinvigorate 

service	offerings	through	active	engagement	
in therapy with their clients and places focus 
on	the	specific	functional	goals	of	each	
participant.

Plena Healthcare clinicians work with each 
participant individually to design a care 
plan and exercise program based on the 
SUNBEAM model. Programs can include 
body weight exercises, exercise bands, light 
weights and balance activities in sitting and 
standing positions.

Participants are regularly assessed using 
functional outcome measures including the 
SPPB (Short Physical Performance Battery), 
testing walking speed, balance and ability to 
stand from a chair without assistance.

To date, more than 700 participants across 
28 residential aged care facilities serviced by 
Plena Healthcare in Victoria and New South 

SUNBEAM REABLEMENT AND 
QUALITY OF LIFE

TRIAL PROGRAM TO REDEFINE AGED CARE 
SERVICE OFFERINGS

Continued on page 33
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Wales have registered for SUNBEAM, with more than 200 
groups participating weekly.

Already	significant	improvements	are	being	seen	in	walking	
speeds, balance and a participant’s ability to stand from a chair 
without assistance—with 61%, 78% and 41% increases in 
SPPB scores respectively. 

Survey data shows improved participant mood, social 
engagement	and	self-confidence	in	day-to-day	activities	as	
well as a growing passion for exercise. A highlight has been the 
positive engagement during lockdowns, where residents have 
continued to safely engage with health professionals while 
working on their reablement.

While the focus remains predominantly on resident outcomes, 
the	flow	on	effects	from	the	SUNBEAM	active	reablement	
program	have	reduced	the	care	burden	for	care	staff	and	
nurses. Some participants are now able to transfer in and out 
of bed with less hands-on assistance, while others can walk to 
and from their bathroom without risk of falling. Residents who 
are	more	confident	in	doing	their	own	activities	of	daily	living	
(ADLs)	means	less	physical	input	from	staff	and	lowers	manual	
handling injury risks. 

With looming funding changes to residential aged care 
through	the	Australian	National	Aged	Care	Classification	(AN-

ACC)	expected	to	take	effect	from	1	October	2022,	and	the	
ongoing impacts of COVID-19 and workforce shortages, allied 
health	providers	working	in	aged	care	are	facing	significant	
challenges—and many, such as Plena Healthcare, are 
proactively seeking to challenge the status quo.

With the uncertainty surrounding the future of Aged Care 
service models, particularly for allied health, Plena Healthcare 
aim to bring attention to programs such as SUNBEAM to show 
the value of allied health interventions in the Aged Care setting.

They are focusing on industry networking, reviewing care 
models and business strategies, and collaborating with 
government, health and aged care leaders, to ensure optimal 
care outcomes for residents and clients. 

With the SUNBEAM model, there is a genuine opportunity for 
reform to service delivery models—and a chance to make a 
difference	for	residents	and	their	families,	clinicians,	and	care	
and nursing teams.

Eduard Fainveits is Physiotherapist & Business 
Development Manager, Plena Healthcare.
For more information visit www.plenahealthcare.com.au
This initiative is funded by the Australian Government under the 
PHN program.
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I t is quite an enticing proposition to start with a colourful 
lament of the crisis that currently grips aged care, 
however that is not my personality nor the mindset of 
any of my peers and colleagues working on innovations 

and technologies to assist the sector combat many of the 
entrenched, systemic challenges.

While many of you will look at the various failings of the aged 
care system with fear and trepidation, I choose to look at the 
coming	years	with	hope	and	excitement.	I	firmly	believe	a	new	
era	is	coming,	an	era	where	we	will	finally	be	given	greater	
control over how we age, and where we age. 

We knew that aged care was in crisis, long before the 
COVID-19 pandemic, we could see the tsunami approaching 
and did all we could to warn the public, the media, and our 
elected	officials	about	what	lay	ahead.	Those	people	nodded	

their heads and agreed that we needed to do something and 
then went about their day.

But in the corridors of residential aged care homes, in the 
lecture theatres of universities and even sitting in pubs around 
Australia there were bright, inquisitive minds collaborating on 
how to put dignity and respect back into the lives of our elderly.

When	I	first	started	Sleeptite	in	May	2017,	and	labelled	it	an	
‘Aged Care Innovation and Technology’ company, people didn’t 
believe that there was such a thing and they always asked 
me, “Why aged care?” There was this strange, commonly held 
misconception that you couldn’t innovate for the elderly. 

Today, there are a growing number of incredible people who 
are set to revolutionise the age services industry through 
resourcefulness, perseverance and the support of the broader 
community.

There must have been something 
in the water in 2017, because that 
was also the year that Merlin Kong 
joined Leading Age Services Australia 
as the Head of the newly created 
innovAGEING. Merlin will tell you that 
not long after he started, he received a 
phone call from a young, hungry start-
up called Sleeptite wanting to change 
the world through non-invasive sensors 
integrated into mattress protectors. 
Back then, we were a very small 
ecosystem of entrepreneurs, innovators 
and dreamers.

Fast forward to 2021, a year that 
I believe was a breakout year for 
innovation in aged care. Whether it 
was CareTeq preparing to list on the 
ASX with their commercialisation of 
the	SofiHub	program,	or	Colin	Pudsey	
from SilVR Adventures gaining more 
traction within various types of aged 
care homes to help their consumers 

CRISIS BREEDS INNOVATION 
AND COLLABORATION

AGED CARE IS NOW A GENUINE PATHWAY 
FOR PRODUCT DEVELOPMENT

Continued on page 37

Cameron van den Dungen demonstrating the real-time REMi system monitoring data with 
the help of Margaret Taylor. 
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experience travel when they were long past getting on a plane, 
or Tamar Krebs breathing new life into ‘Group Homes’ as an 
aged care service delivery model. 

The community of innovators is now thriving and the level 
of support from our peers is allowing us to push further and 
faster with our ambitions. It provides great hope for the future, 
particularly as we see more and more collaborations arising 
from the various organisations that are innovating in the space.

One of the clearest signs that the broader Australian research, 
innovation and technology sector is accepting aged care 
as a genuine pathway for product development was the 
acknowledgement of Sleeptite’s REMi® product as a Finalist 
in the MedTech and Biotechnology category at the 2021 
InnovationAus Awards for Excellence. While the top step 
went to the Murdoch Children’s Research Institute for their 
advancements in genomic testing, we were humbled to receive 
an Honourable Mention by the judges for the creation of our 
world-first,	non-invasive,	night-time	monitoring	system	for	
aged care consumers.

It’s often said that it takes a village to raise a child, and I like 
to think that it takes a community to develop a technology. 
Sleeptite would not be the business it is, without the support 
of the broader aged care innovation sector’s support. When it 
comes to innovating, we truly are stronger together.

Cameron van den Dungen is Chief Executive Officer, 
Sleeptite.
For more information visit www.sleeptite.com.au
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L-R: Key collaboration partners Bill Mantzis (Sleepeezee 
Bedding Australia) and Professor Madhu Bhaskaran (RMIT 
University) with Alison van den Dungen and Cameron 
van den Dungen from Sleeptite at the 2021 InnovationAus 
Awards for Excellence.
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Embedding innovative design with great outcomes 
for aged care residents, families and staff requires a 
methodology that objectively assesses design and built 
form by essentials well beyond dementia-friendliness  
and accessibility.

The Department of Health has called for input into the 
development of national aged care design standards aimed 
at promoting safer, more innovative, dementia-friendly 
accommodation that enhances accessibility and enablement, 
as part of the new residential aged care accommodation 
framework to be introduced in July 2024.

As collaborators on aged care and seniors’ facilities that are 
not only safe, accessible and dementia-friendly, but enhance 
resident choice, agency, diversity, inclusivity and community 
connection,	we’ve	recommended	a	broad	definition	of	good	
design through the development of an audit methodology 
centred on creating age-friendly places. This will enshrine 
good design and celebrate outstanding design, both during 
development	and	in	the	finished	built	form.

We believe this approach embeds good design as the norm 
in our sector, providing residents and families the rigorous 
analysis and transparency they need to make informed 
decisions about the best options for them—based on the 
criteria they value most in aged friendly places.

It will also recognise residential aged care homes that go  
above and beyond. 

Defining	good	design
Good design actively engages the residents, visitors and 
staff	of	residential	aged	care	services	with	their	physical	
environment, and creates homelike, domestic spaces and 
places that can improve quality of life. Good aged care home 
design should be:

•	 grounded in dementia-friendly design principles;
•	 identifiably	local	in	its	approach	to	place,	architecture,	

culture and user needs;
•	 community-orientated, achieved through local community 

engagement; and
•	 developing places that are welcoming and accessible to  

the broader community;
•	 connected visually and physically with outdoor spaces;
•	 human-scaled and non-institutional, allowing residents 

choice and diversity within a home-like environment;

•	 environmentally sustainable, through passive design measures 
including appropriate built form, siting and orientation; 

•	 shaped by lessons from the pandemic, including clear 
separation of back-of-house; and

•	 attention to resident and visitor access paths.

Delivering on resident choice
Residents value choice—from food services to room sizes, 
views	and	finishes,	and	connection	to	amenities.	Connecting	
with community allows them to maintain the life they led prior 
to joining an aged care home. Simple connection to communal 
activities and areas including cafes, hairdressing, community 
rooms and outdoor areas helps many to maintain purpose and 
continue their daily routines. Most residents prefer single rooms 
with ensuite, but we should also cater for couples and family 
members who would like to live together.

Creating age-friendly places
Our proposed auditing methodology extends beyond 
dementia-friendly design to include the following key criteria.

Connection to community. A good residential aged care 
home is a place where we care for the most vulnerable older 
people within their neighbourhood, rather than in a secluded 
environment. It feels like part of its broader community’s 
functions and day-to-day activities and fosters active 
connection to residents’ families.

Intuitive wayfinding. Good design layout is focused on way-
forming and journey-creation. Navigation through the built 
environment generates meaningful experiences and clear, 
purposeful destinations.

Small scale, home-like feel. Good design creates a residential 
feel by providing a human scale to the built environment. Clear 
separation of residents’ and services’ movements creates a 
calm, homely habitat where residents can access domestic 
environments like kitchens, lounge spaces and sitting areas.

Spatial familiarity and ownership. Good aged-care design 
promotes residents’ self-awareness and avoids confusion 
about orientation and location. It provides internal and 
external areas for residents to pursue their interests, as well as 
welcoming spaces to host visitors. 

Universal accessibility. Universal design principles address 
visual, auditory and mobility accessibility and cognition-
enhancing design ideas for all residents, including those with 
dementia. 

RATING GREAT DESIGN
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Dignity of risk. Caring for a resident should respect their need 
for autonomy and the freedom to make their own choices day-
to-day. This will impact their quality of life and opportunities to 
learn and grow. The line between duty of care and dignity of 
risk is delicate. It depends on the nature of the choice. 

Understanding the intricacies of care provision that safeguards 
residents’ dignity, choice and independence is critical. 
Sensitive care provision is rooted in residents’ physical and 
mental wellbeing.

We believe this strategy ensures well-rounded minimum 
requirements while rewarding innovation by acknowledging 
operators who develop higher-quality or more locally-
responsive designs. 

Ultimately, this creates better standards and outcomes not only 
for	residents,	families	and	staff,	but	for	the	wider	communities	
themselves.

James Kelly, Seniors Living & Care Partner at 
ClarkeHopkinsClarke Architects, in collaboration with Estia 
Health and de Fiddes Design.
For more information visit www.chc.com.au
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Small scale, home-like settings at Estia Maroochydore allow for 
interaction and casual conversation.
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Understanding why a person with dementia 
is experiencing changes in behaviour is 
essential to delivering personalised care. 

LGBTI and dementia – 
inclusive care 

Many older LGBTI people have experienced discrimination, isolation and 
stigma. Their past history may influence the way they respond to what is 
currently happening.

A free booklet LGBTI and Dementia: Understanding changes in behaviour, 
builds knowledge of these life events and how they may impact their behaviour.

Developed in partnership with Dementia Support Australia and  
LGBTIQ+ Health Australia, the booklet informs provision of an inclusive  
approach to relationship-based care.

Click here to download the free booklet.

Dementia Support Australia is here to help 24/7  
Call us on 1800 699 799 or visit dementia.com.au

https://dementia.com.au/resources/library/behaviour/lgbti-and-dementia-understanding-changes-in-behaviour.html
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Understanding why a person with dementia 
is experiencing changes in behaviour is 
essential to delivering personalised care. 

LGBTI and dementia – 
inclusive care 

Many older LGBTI people have experienced discrimination, isolation and 
stigma. Their past history may influence the way they respond to what is 
currently happening.

A free booklet LGBTI and Dementia: Understanding changes in behaviour, 
builds knowledge of these life events and how they may impact their behaviour.

Developed in partnership with Dementia Support Australia and  
LGBTIQ+ Health Australia, the booklet informs provision of an inclusive  
approach to relationship-based care.

Click here to download the free booklet.

Dementia Support Australia is here to help 24/7  
Call us on 1800 699 799 or visit dementia.com.au

O n a recent visit to an aged care site, I asked a team 
of	90	staff	members	how	many	leaders	were	at	the	
facility. Their answer was ‘one’. 

When I asked, ‘what about the nurses and the deputy 
service manager?’ their response was, ‘no, they’re all clinical’. 
This meant that all leadership issues were viewed as the 
responsibility of the one service manager. Technically, there 
would	have	been	16	leaders	on	this	site	with	90	staff.	

The belief that there is only ‘one leader’ is common within 
aged care organisations, and it creates a massive bottleneck 
of issues that often don’t get dealt with. Service managers are 
burning out—they’re feeling completely overwhelmed. 

The perception is not only from the workforce, but also 
coming from the service manager themselves and even some 
executives feel that Registered Nurses (RNs) and Enrolled 
Nurses (ENs) are not leaders. They may rationally understand 
that these roles have leadership components, but it’s not 
always demonstrated through support that actually encourages 
nurses to step up. 

Becoming more than ‘just clinical’
RNs and ENs know how to lead and give directions in clinical 
matters, communicate with families, and give information to 
clients and carers, but they may not have learned the art of 
leadership, which requires two-way communication. 

Leadership programs and coaching is often targeted at service 
managers, operational managers and executives. But by 
upskilling at the frontline, organisations can help to ensure their 
top	level	staff	are	not	overwhelmed.	

This also helps to address problems at a grassroots level, so 
that	things	are	resolved	quickly	and	efficiently.

We know through the CILCA 360 data that there are often 
bigger gaps at the frontline (RN and EN level) in leadership 
capabilities linked to ‘Leading Others’ as well as adherence to 
some of the quality standards. This puts the whole organisation 
at risk and as a direct result, issues continue being passed up 
to the service manager.

Imagine	what	impact	it	would	make	if	nurses	felt	confident,	
competent and upskilled in their leadership! 

If they were able to manage a lot of the day-to-day concerns 
and nip things in the bud, it could prevent many issues from 
escalating.

A matter of perception
So, why do nurses not recognise themselves as leaders? 

One of the reasons is that nursing is exhausting. The idea 
of taking on more leadership responsibility is often met with 
feelings of overwhelm rather than enthusiasm.

This means that we need to change the perception of what 
leadership means. 

A great deal of leadership is about communication. For 
instance,	do	the	clinical	staff	in	your	organisation	know	how	
to respond when they delegate a task, and are blatantly 
disregarded? Do they have the skills to have a constructive 
conversation or is the response to report it to management? 
If they notice someone doing something incorrectly, do they 
know how to raise that with the person in a way that won’t 
create any drama or division?

By helping people understand that leadership is really about 
managing these situations day-to-day, rather than being a 
formalised additional workload, it becomes clear that taking 

NURSES SHOULD BE SEEN AS 
LEADERS

BUILDING LEADERSHIP CAPACITY AT ALL 
LEVELS OF YOUR ORGANISATION IS KEY

Continued on page 45
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on leadership roles has the ability to make their lives easier 
and reduce their workload while improving the culture and the 
smooth running of the site.

Connecting the dots
There needs to be a mindset shift so that nurses are supported 
and celebrated. 

There needs to be an investment of money, energy and time to 
support these clinicians to become leaders, and recognising 
which members of the clinical team are going to be best suited 
to leadership roles is key to the success of implementing this 
change.

Building	leadership	skills	at	a	clinical	level,	ensuring	staff	feel	
more	confident	about	delegating	certain	duties	so	they	can	
focus on the essential requirements of their role, is critical.  

Organisations need to be prepared to invest in all levels of 
leadership, particularly the front line. 

Measuring their current capabilities using a 360 feedback tool 
and then providing tailored training ensures the right clinicians 
receive	the	right	development	to	fulfill	these	crucial	roles.

Abby Hunt is Co-founder, DataDrivesInsight.com 
For more information visit www.datadrivesinsight.com
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A s the COVID-19 pandemic enters its third year, the 
pressures on aged care workers are taking their toll. 

Research suggests high levels of symptoms of 
depression, anxiety, insomnia and psychological 

distress among frontline workers. The stress and anxiety 
frontline	workers	face	daily	can	affect	their	sleep,	mood,	
relationships, and physical and mental wellbeing. 

In a recent survey by the United Workers Union, aged care 
staff	spoke	openly	about	their	struggles,	and	how	their	mental	
health	and	wellbeing	has	suffered	over	the	past	two	years.	
More than 75 per cent of respondents said they are feeling 
stressed, exhausted and confused. 

“I cannot keep up with how exhausting this work is and 
how much more responsibility my team is given without a 
reasonable increase in pay. I’m planning to quit soon,” said 
one anonymous survey participant, an aged care worker from 
Queensland.

While structural change is necessary to address the challenges 
of working in aged care, there are also strategies that can be 
put in place internally to alleviate some of the pressure. The 
National Ageing Research Institute has developed a series of 
tips and resources to provide aged care workers and managers 

with evidence-based strategies to maintain their mental 
wellbeing.

Organisations need to make mental health and wellbeing of 
staff	a	priority.	Aged	care	managers	can	look	after	themselves	
and others by:

•	 Organising	regular	mental	health	check-ins	with	staff	and	
co-workers

•	 Expressing thanks and appreciation to the team
•	 Paying special attention to high-risk groups (for example, 

less experienced workers, or those who have taken on 
more responsibility during the pandemic) 

•	 Normalising	open	discussion	among	staff	about	the	
psychological	effects	of	caring	during	the	pandemic

•	 Providing	opportunities	for	staff	to	ask	questions	about	the	
organisations’ COVID-Safe plans.

Where possible, NARI also recommends managers implement 
mental health initiatives such as an ongoing monitoring or a 
‘checking	in’	policy	for	staff	members,	peer-to-peer	support,	
and providing training sessions and psychoeducation. Training 
could focus on factors contributing to anxiety, compassion 
fatigue, stress and burnout, and teach strategies to enhance 
resilience and wellbeing.

It is also important to address 
the emotional wellbeing of 
management	staff.	By	providing	
them with tools to help them 
support	their	staff	and	themselves,	
they will be better enabled to face 
the ongoing challenges presented 
by the pandemic.

NARI also suggests developing 
recommendations and resources, 
such as posters highlighting the 
importance of mental wellbeing, 
as a communication tool and as 
reminders throughout facilities. 

SUPPORTING THE MENTAL 
HEALTH OF AGED CARE 

WORKERS IS VITAL
EVIDENCE-BASED STRATEGIES CAN HELP

Continued on page 46
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Adopting the concept of ‘psychological PPE’ could also be 
helpful.

The term psychological PPE has been developed from the 
broader concept of personal protective equipment. Drawing on 
this, psychological PPE works to protect and support the mental 
health	and	wellbeing	of	staff	by	putting	systems	and	actionable	
steps in place for individuals to employ, at all stages of care—
before a shift, during, and after. Having such strategies helps to 
equip	staff	to	conduct	themselves	safely—just	like	face	masks	
and	gloves	enable	staff	to	protect	themselves	physically.	

For aged care workers themselves, NARI’s tips focus on 
acknowledging how and why workers may be feeling a certain 
way,	the	importance	of	staying	connected,	and	ways	to	find	
time for themselves. 

Frontline workers should be encouraged to remember:

•	 It’s OK to not feel OK
•	 Look after yourself

•	 Stay in touch
•	 Avoid unhealthy coping strategies
•	 Take	time	to	switch	off
•	 Enjoy	your	time	off
•	 Get facts from reliable sources
•	 Let go of what you can’t control.

Having mental health support and strategies in place is crucial, 
not	only	for	staff	personally,	but	also	for	the	people	that	they	
care for.

By supporting frontline workers to look after their own mental 
health, they will be better equipped to care for others, as they 
do every day. 

Professor Briony Dow is Director of NARI.
Download NARI’s mental health tip sheets  
www.nari.net.au/mental-health-tips-for-aged-care-
workers-and-managers 
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I t would be hard to argue that our aged care sector has 
experienced tougher times than what we’ve endured over 
the past couple of years.

Already under the necessary but uncomfortable spotlight 
of the Aged Care Royal Commission, in early 2020 a pandemic 
emerged that would shake our industry to its core. And we’re 
still not out of the woods, with providers and their workforces 
battling to keep their customers safe and well, while managing 
the complexities of lockdowns, vaccinations and testing and 
staff	shortages	amongst	a	range	of	issues.

The	effect	on	our	industry	workforce	both	now	and	into	
the future cannot be underestimated. Already faced with 
recruitment and retention challenges before the Royal 
Commission and COVID-19, things have only gotten harder.  
In fact, it’s not overstating the situation to call it a crisis.

This	crisis	has	inevitably	had	a	negative	effect	on	our	industry’s	
reputation—a reputation that the landmark A Matter of Care 
workforce	strategy	identified	in	2018	as	requiring	significant	
improvement	in	our	efforts	to	attract	and	keep	new	workers	to	
our sector.

In the context of the industry’s reputation, the recent release 
of	Australian	Unity’s	first	ever	standalone	impact	report,	
Our Impact, was a powerful reminder to me of the positive 
contribution that our sector makes to Australian society. 

The unique methodology we employed to measure our impact 
found that Australian Unity’s portfolio of health wealth and care 
products and services delivered $1.25 billion of community and 
social	value	in	the	2020-21	financial	year,	with	our	aged	care	
businesses making a substantial contribution. However, it’s the 
narrative behind the numbers that tells the story when it comes 
to our workforce.

As a provider of residential and in-home aged care services 
to about 40,000 customers across Australia, we know that we 
would not be able to provide our high standards of care without 
our dedicated workforce.  

However, we also know that even though the demand is high for 
care workers, the care sector is generally seen as undesirable, 

with high levels of casualisation, job insecurity, irregular hours, 
minimal	support	and	low	wages.	This	makes	it	difficult	for	
those in the sector (or those looking to join) to have a sense of 
financial	or	job	security,	which	adversely	impacts	on	wellbeing.	

At Australian Unity, female employees comprise 88 per cent 
of our care workforce and therefore the solutions to Australia’s 
care workforce challenge must support women and address 
the	issues	that	affect	them.

Australian Unity has been actively addressing these issues 
in our workforce strategy through prioritising permanency 
(now	above	80	per	cent),	regular	rostering,	flexible	rostering	
and working arrangements, supportive managers, and career 
progression—factors that give workers a greater level of 
confidence,	security	and	wellbeing.

At a sector level, Australian Unity was a foundation member 
of the Aged Care Workforce Industry Council—established 
following the release of A Matter of Care—and has advocated 
on key issues, including unique workforce considerations in 
remote and very remote communities and improved wage rates 
across the sector in line with work value.

Our	efforts	to	meet	the	wellbeing	needs	of	our	aged	care	
workforce is a strong theme in the story of how Australian 
Unity delivers community and social value to its members, 
customers, employers and the broader community. 

However, when considered in the context of the aged sector, 
we are only one of many providers who, in their own way, are 
contributing to the nation’s wellbeing. It’s vital for the sector 
to capture and share these stories if we are serious about 
the A Matter of Care recommendations for improving the 
understanding	of	what	our	industry	has	to	offer	and	improving	
its reputation as an employer.

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

MAKING AN IMPACT IN  
AGED CARE

FOCUS ON WORKFORCE IS KEY

https://www.health.gov.au/resources/publications/a-matter-of-care-australias-aged-care-workforce-strategy
https://www.australianunity.com.au/-/media/rebrandcorporate/documents/asx-announcements/asx-2021/Australian_Unity_-_Our_Impact_2021.pdf
https://acwic.com.au/
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R esearch has shown the 
importance of exercise in 
slowing down ageing and 
keeping up quality of life. 

With	many	benefits	of	exercise	in	
older age—such as prevention of 
falls, improvements in cognition, 
management of chronic diseases 
and increased longevity—exercise 
really is the key to happy, healthy, 
independent and joyful ageing. 

Since the beginning of the COVID-19 
pandemic, the importance of exercise 
in maintaining health has become 
even clearer. 

In the human body, proteins are 
responsible for many physiological 
tasks, with the primary function of 
building and repairing cells, including 
assisting	in	the	fight	against	any	viral	
and bacterial infections. As skeletal 
muscle makes up almost half of the 
protein reserves in the body, muscles 
are the ‘banks’ we can withdraw from 
when	our	body	needs	to	fight	viruses	
and rebuild cells. 

Understanding that muscles 
could act as an immune organ by 
producing acute phase protective 
proteins, regular strength training 
might be a crucial preventive action to 
fight	illness.

During the extended lockdowns and isolation, many people 
decreased their activity level, resulting in the decline of lean 
muscle mass and function (sarcopenia). In just two weeks of 
physical inactivity, active older people can lose about 25 per 
cent of their strength. 

For older people, this loss of muscle mass is more critical as it 
is more likely to impact general health and quality of life. 

During 2020 and 2021, Melbourne became the world 
champion of COVID-19 restrictions, with more than 250 days in 
lockdown. The six lockdowns meant less time spent outdoors, 
less distance travelled from home, and the closure of exercise 
facilities in the community and aged care settings. 

During these ‘stay at home’ periods, many were searching for 
alternative ways of exercising. Due to the closures, businesses 
had to become innovative and create new modalities to reach 
out to keep people healthy, and socially connected. 

THE IMPORTANCE OF EXERCISE 
FOR HEALTHY AGEING

SUPPORTING PHYSICAL ACTIVITY IS A MUST

To stay happy, healthy and strong, Pat and Bernie are training under the supervision of 
Jonathan Duke (right), using the air-based HUR equipment.

Continued on page 48
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The combination of creativity, passion for health and care for 
its members, led a Melbourne over 50s health club to reach out 
and engage with people beyond their regular clientele. 

Duke’s in Melbourne adapted its business model to provide 
its	members	with	flexible	exercise	options	that	could	be	
performed at home. A 24-hour streaming platform of videos,  
all	specifically	designed	for	the	needs	of	over	50s,	was	created	
to help members keep up their health. The vast library of 
over 100 constantly updated videos covered all aspects of 
fitness	and	health,	such	as	strength	and	balance	training,	
cardiovascular health, mental health and mindfulness, nutrition 
and	flexibility.	

As members have started to return to the gym, they appreciate 
more than ever the importance of consistent strength training  
in maintaining a healthy body and mind. Every part of the 
facility is tailored for this age group. The air-resistance based 
HUR	equipment	is	the	hero	on	the	gym	floor	with	the	addition	
of multiple programs and classes, personal training, and 
wellness therapies such as remedial massage and exercise 
physiology. 

Since opening in 2018, Duke’s has gained the support and 
trust of the local community and has grown into a thriving 
health club—highlighting the demand for age-appropriate 
gymnasiums	for	people	aged	over	50,	and	the	benefits	such	
gyms	could	offer	in	residential	aged	care	settings.

As a club member states, the impact on overall health makes a 
daily gym session worthwhile. 

“Exercising daily and being mentally strong has helped me 
bounce back quickly after my two surgeries. I was told to take 
12 to 16 weeks and recuperate slowly to get back to my daily 
routine. Both surgeons after each operation called me ‘Wonder 
Woman’	as	I	returned	to	the	gym	five	weeks	after	my	first	
operation and two weeks after my second! 

“I credit my fast recovery to my regular visits at Duke’s and the 
ongoing support during lockdowns with Duke’s Online. The 
older	we	get,	the	more	important	it	is	to	keep	fit	and	strong.”		

Dr Tuire Karaharju-Huisman is Physiotherapist, Accredited 
Exercise Physiologist and Research Lead at HUR Australia.
For more information visit www.huraustralia.com.au

YOUR EMPLOYEES DESERVE MORE THAN E-LEARNING. 
IT’S TIME TO DISCOVER ALTURA LEARNING!

We know you want choice and flexibility. 
With flexible delivery options and 150+ quality courses to choose from, Altura Learning covers 
mandatory training requirements carrying CPD hours, micro learning, and training modules  
that are mapped to the Certificate III in Individual Support.

Altura Learning brings aged care employees the latest up to date content, through  
an engaging experience, that is relevant and relatable and inspires real change.
Experience the Altura Learning difference today!

Our training is designed specifically 
for the Australian aged care sector 
by industry experts.

Our video-based modules include 
realistic scenarios that are relatable 
to your employees.

Courses are mapped to Certificate 
III in Individual Support – Ageing 
and Home and Community.

Our content can be accessed 
anywhere, anytime, via any internet 
connected device.

CONTACT US FOR 
A FREE DEMO

02 9450 2992

info@alturalearning.com

www.alturalearning.com
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Supports the dietary management 
of individuals with intestinal transit 
disturbances such as constipation 
and diarrhoea.

Highly soluble dietary fibre, low 
FODMAP*†, gluten free, suitable 
for lactose intolerance and 
plant-based diets.

Can be stirred into hot or cold 
liquids and mixed with solids 
without a�ecting taste or texture.

The Smart
Choice

FIBER CHOICE® contains partially hydrolysed 
guar gum (PHGG) a natural source of 

prebiotic fibre to support digestive health. 

FIBER CHOICE is a food for special medical purposes for the dietary management of people with disturbed function of the colon, for nutrient absorption 
in diarrhoea and nutrient excretion in constipation. Use under medical supervision. Only suitable from 3 years onwards. Not suitable for use as a sole 
source of nutrition.

*Monash University Low FODMAP CERTIFIEDTM food. One serve of this product can assist with following the Monash University Low FODMAP dietTM.
†FODMAPs (Fermentable Oligosaccharides, Disaccharides, Monosaccharides and Polyols) are short-chain 
carbohydrates that can be poorly absorbed in the small intestine resulting in abdominal pain, bloating, gas, 
constipation and/or diarrhoea.

® Reg. Trademark of Société des Produits Nestlé S.A. Nestlé Healthcare Nutrition, a division of Nestlé Australia Ltd, 8 Nexus Court,
 Mulgrave VIC 3170, Australia. For more information call 1800 671 628 or visit www.nestlehealthscience.com.au
Information for healthcare professional use only.  

W hat does it mean to make an impact? When it 
comes	to	people,	it	requires	a	powerful	effect	to	
be created. We can positively impact someone 
with something as simple as a compliment or an 

act of kindness. Conversely, our words and actions can create 
a negative impact. In any instance, to create an impact, we 
need to make a choice. 

At the start of 2020, the COVID-19 pandemic created what 
can only be described as a detrimental impact on the aged 
care sector. As a team, we decided to lead positive change. 
We believed that through creativity and innovation, we could 
negate some of the potential risks for the aged care residents 
we support. It became a time of proactivity and idea sharing. 
Our sole focus was on doing everything we could to make a 
positive impact.

We	identified	communication	as	of	the	main	areas	that	could	
be a potential risk to residents. Anyone who works in the 
healthcare	setting	will	confirm	that	effective	communication	
forms the cornerstone of the care experience. It is essential 
in creating positive care outcomes, meeting people’s needs 
and desires, and ensuring the quality of life which we strive to 
achieve for all residents. 

By now we’ve all become accustomed to wearing masks. During 
conversations,	we	listen	intently	through	muffled	speech,	look	
closely for facial expression and often we ask, “Can you repeat 
that?” For older adults living in residential care with a hearing 
impairment, communication became almost impossible. 

What	started	off	as	a	deck	of	cards	with	key	questions,	instructions	
and phrases became a free phone app which could be accessed 
and used by carers, family members and friends, anywhere in 
Australia. Rather than printing and laminating, we thought we 
could	facilitate	effective	communication	using	a	tool	which	most	
of us have readily available in our pockets—our mobile phone. 

Originally inspired by one of our brilliant Occupational Therapists, 
the digital cards were then created, designed, and tested in-
house, utilising the knowledge and talents of our multidisciplinary 
allied health team to optimise the user experience. To avoid 
incurring	the	significant	cost	of	app	development,	the	app	was	

created in an online platform by our very own team members. 
When	we	first	launched	our	‘Care Cards’ app,	it	was	the	first	of	
its kind on the App Store and Google Play. 

Amazon	founder	Jeff	Bezos	is	quoted	as	saying,	“We	innovate	
by starting with the customer and working backwards. That 
becomes the touchstone for how we invent.” Our app is the 
perfect example of this. A simple idea which was inspired by 
the needs of one resident, can now positively impact the lives 
of older adults and those caring for people with a hearing 
impairment across Australia. 

Our teams are full of creative and innovative thinkers. The 
challenge is to build a culture within organisations and the wider 
age services industry that facilitates and celebrates new ideas.

I’m thrilled to have our idea recognised as part of Hesta’s National 
Impact Awards for Team Innovation in 2022. While I’m very proud 
of our idea, I’m prouder of the team who made it happen.

Simon Kerrigan is Managing Director and Physiotherapist, 
Guide Healthcare.
For more information visit www.guidehealthcare.com.au
Guide Healthcare is a finalist in the 2022 HESTA Impact 
Awards.

PUTTING PEOPLE AT THE HEART 
OF INNOVATION

ALLIED HEALTHCARE TEAM RECOGNISED 
FOR THEIR COMMUNICATION APP

Guide Healthcare Care Cards app is helping improve 
communication and quality of life for aged care residents.

www.nestlehealthscience.com.au
https://www.youtube.com/watch?v=Sqa1cj4b78I
http://www.guidehealthcare.com.au
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A n idea to help aged care support workers 
improve	their	skills,	efficiency	and	confidence	
has become an innovation success story, 
fostered by Australia’s innovAGEING network.

Occupational Therapists Emma Small and Aideen 
Gallagher set up their own business Risk Managed to 
develop their idea for a SmartCare Passport—a digital 
tool that support workers could have with them at all 
times as a guide for their day-to-day work as well as 
unfamiliar tasks.

Motivated to help address sector challenges such as 
poor care, limited resources, inconsistent care routines, 
lack	of	skilled	workers	and	workforce	deficits,	the	
ambitious pair worked hard to develop their idea. 

In 2019, Emma and Aideen applied to take part in the 
innovAGEING National Challenge, a hackathon hosted at 
KPMG Australia’s Innovation Lab in Sydney. One of eight 
teams chosen from a pool of 30, they used the opportunity 
to develop the concept and prototype for the SmartCare 
Passport.

Risk Managed were runners up at the National Challenge, 
which secured them a place in the Commonwealth Bank’s 
(CBA) Aged Care Mini-Incubator program, and allowed them to 
fine-tune	their	business	model	for	SmartCare.	

Following a successful trial with age services provider 
LiveBetter, Risk Managed and LiveBetter won the 2021 
innovAGEING National Award for Increasing Care and Service 
Productivity.

It	was	clear	their	innovation	could	significantly	enhance	the	
ability of aged care workers to provide quality care, as well as 
improve	individual	efficiency.

The SmartCare Passport provides a step-by-step pictorial guide 
on how to provide a personal care routine and allows the carer 
to document their skills and when faced with an unfamiliar task, 
they can use the tool to undertake further training.

“There is a high level of musculo-skeletal injuries for recipients 
of home care and for support workers in lifting people, 

including shoulder and back injuries, which could be avoided 
with proper training,” Emma says.

“SmartCare supports workers’ knowledge to help them feel 
confident	and	competent	in	delivering	quality	care.	In	return,	
clients receive care that is consistent, consumer-centred and 
tailored to what the older person needs.

“We were particularly focused on providing information in 
relation to declining function of the older person. For example, 
becoming unsteady on their feet, unable to stand from the 
toilet, get out of bed or fear of care due to dementia.”

Emma	and	Aideen’s	recent	success	solidifies	Risk	Managed	
as a company that’s now contributing to sector quality care 
outcomes. 

“We’re thrilled to have won this Award, and we are grateful to 
innovAGEING and LiveBetter, who gave us the opportunity, 
and trusted us with their clients, and for their commitment to 
delivering a much better care experience,” Emma said.

Head of innovAGEING, Merlin Kong, said the successful 
development of the SmartCare Passport is an excellent 

DIGITAL GUIDE FOR AGED CARE 
WORKERS

AN AWARD-WINNING IDEA GROWN  
WITH innov AGEING

Aideen Gallagher and Emma Small are pioneering innovation in age 
services.

Continued on page 54
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example of how an age services innovation idea can be made real with the 
right support and network innovators. 

“It’s a great example of learning from other sectors, and subsequently adding 
to the national innovation system in return—we are grateful to our Foundation 
Partners, the CBA and KPMG Australia for making this possible,” says Merlin.

“innovAGEING is proud of their innovation journey to date, and National 
Awards success. They were judged by an objective panel who saw instantly 
how their SmartCare Passport could help the sector, and most importantly, 
older Australians,” says Merlin. 

Emma says it’s a two-way street.

“We’re incredibly thankful to innovAGEING for supporting Risk Managed from 
concept to business reality. Being a change-maker can at times be a lonely 
experience, we’re so glad innovAGEING was there for us,” she said.

Emma and Aideen hope to further roll out the SmartCare Passport to other 
providers and improve the home care support experience for both the carer 
and the client across Australia. 

Kate Hannon is Aged Care Reform Communications Advisor, Leading 
Age Services Australia. 
For more information visit www.riskmanaged.com.au

The
SmartCare™
Passport

Client information

Personal care routine

Signs care is unsafe Background training

Safe moving and handling

The guidance offered by the SmartCare Passport is 
improving quality of care.

Continued from page 53
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W hen spritely centenarian and Alteris Lifestyle 
and Care client Bruce needed to transition to 
permanent residential aged care, the one thing he 
wanted seemed out of reach. 

As a respite care resident, 100-year-old Bruce loved his room 
and its east-facing veranda which allowed him to take in the 
sunrise each morning. 

When the time came to transition into permanent care, Bruce 
and	his	family	came	to	Alteris	Lifestyle	and	Care	hoping	to	find	
a way for him to keep his room. 

The adviser set to work understanding Bruce’s situation, including 
his assets and eligibility to pay an accommodation payment. 

“On meeting Bruce, I established that he did not own a house and 
his total assets were $170,000 cash in bank,” the adviser said. 

“As his assessed income was below the relevant annual 
income threshold of $28,472.60* and his assessed assets were 
below the relevant asset threshold of $175,239.20* he would 
be assessed as a low means resident which meant that he was 
not eligible to pay an accommodation payment. 

“Unfortunately, the balcony room was for accommodation-paying 
residents only which meant Bruce was not able to retain this room. 

“Understandably, Bruce was deeply unhappy with this outcome.”

After a long discussion with Bruce and his family, Bruce’s 
children explained they would be happy to assist and 
contribute the funds needed to reach the asset threshold if it 
meant he would get the balcony room.  

Their	adviser	explained	all	the	financial	considerations	Bruce	
and the family would need to take into account, including the 
need for funds to be deposited in Bruce’s bank account in a 
short	period	of	time	and	that	their	financial	contribution	may	
not be returned. 

The adviser also encouraged the family to seek legal advice 
regarding the transaction and his other estate planning wishes. 

Bruce’s children acknowledged that the funds may never be 
returned, but agreed their priority was to help their dad keep 
the room he loved.  

To	help	the	family	understand	the	financial	outcomes,	the	
adviser developed a discussion paper to explain how the family 
contribution, combined with a Refundable Accommodation 

Deposit (RAD) and Daily Accommodation Payment (DAP) 
strategy,	could	help	achieve	the	desired	cashflow	affordability	
and estate planning outcomes that were discussed.

In talking the family through the discussion paper, the 
adviser was able to demonstrate how a family contribution 
of $6,000 could be used to help Bruce be assessed as an 
accommodation paying resident and how a RAD and DAP 
strategy	could	be	used	to	alleviate	any	cash	flow	concerns,	
which came as a great relief to the family.

With Bruce’s time in respite soon coming to an end, there 
were some immediate implementation considerations for this 
strategy to be enacted.

“As a non-homeowner who receives the Centrelink age 
pension, Bruce would automatically be assessed to be a 
low means resident if he went permanent before the family 
contribution was made,” the adviser said. 

“Because I had developed a great relationship with Bruce and 
his	family,	we	were	able	to	work	together	really	efficiently	to	
help reach the desired outcome for Bruce.

With the clock ticking, the team checked and updated Bruce’s 
assets	with	Centrelink	to	ensure	his	record	reflected	a	RAD	
Payer status prior to his day of permanent entry. 

“Amazingly, we were able to achieve all of this in four days,” 
the adviser said. 

Bruce is now happily living in his balcony room and taking in 
his much-loved sunrises each morning. 

Bruce’s story is an example of a wonderful outcome achieved 
through open communication and trust. 

“Bruce really needed someone to listen, understand what was 
important, spend time with the family explaining the options 
and provide support through every step of what can be a very 
challenging administrative process,” the adviser said. 

“With	the	financial	and	emotional	support	of	Bruce’s	family,	we	
were able to give Bruce the life he deserves, and we could not 
be more delighted with the result.” 
Andrew Biviano is Head of Lifestyle and Care, Alteris 
Financial Group.
For more information visit www.alteris.com.au/aged-care-
financial-advice 
* as at January 2022

SPECIALIST FINANCIAL ADVICE 
FOR CONSUMER CHOICE

HOW BRUCE GOT HIS BALCONY ROOM

https://alteris.com.au/aged-care-financial-advice
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L iveUp	is	a	new	free	nationwide	digital-first	healthy	
ageing service that is designed to give older Australian’s 
a breadth of opportunities to maintain independence.

LiveUp features a screening tool with expert advice 
connecting older Australians to local services, support 
networks and assistive products and equipment that will help 
them to age independently, their way.

iLA was provided with funding from the Australian Government 
to create the LiveUp website and screening tool, which 
supports early intervention and delays premature decline of an 
older person’s capacity to live or function independently.

General Manager of iLA Andrea Morris said LiveUp will change 
the way older Australians approach ageing.

“LiveUp gives older Australians the ideas, tools and guidance 
to keep doing the things they already know and love, or to try 
something	a	bit	different.”

“The science shows that only 25 per cent of ageing is 
attributed to the genes we inherit; the remaining 75 per cent of 
ageing can be attributed to the lifestyle choices we make.”

At www.liveup.org.au, older Australians will be able to do a 
quick OpenUp quiz which will provide suggestions for low-cost 
products and equipment, known as assistive technology, that 
help with everyday living.  

People	will	also	find	locally	relevant	activities	and	networks	
focused on helping them to maintain or even improve their level 
of independence. 

If any physical decline is shown through the OpenUp quiz, 
the person will be guided to complete the Lifecurve for more 
thorough	self-assessment	and	tailored	advice	specific	to	their	
unique needs.

Originating in the 
UK, iLA has brought 
the LifeCurve 
to Australia as 
part of LiveUp. 
The LifeCurve 
is designed and 
backed by more than 15 years of evidence-based research 
that will help older people understand how they are tracking 
on their ageing journey. After making small changes in their 
lifestyle, people can revisit LiveUp and compare how they have 
improved their health and wellbeing position on the LifeCurve.

“In simple terms, it creates a personal roadmap to take control 
of ageing. And that’s whether someone is starting to feel a 
twinge or two or is a great-grandparent who could use aids and 
equipment to support their day-to-day tasks at home or in the 
community.”

Morris says that by understanding how to take control of many 
of the changes that occur from ageing, older Australians can 
take action and enjoy a better quality of life. 

“We all hold the key to ageing in our own hands and minds.” 

With ready online access, from the comfort of home, LiveUp 
offers	impartial	information,	guidance,	and	support	to	add	life	
to years, not just years to life.

“This is particularly relevant for providers of home care and 
retirement living, and we encourage them to promote the free 
service to their clients.”

Neil Berrick is Communications Manager, iLA.
For more information visit www.liveup.org.au

NEW DIGITAL PLATFORM  
TO HELP OLDER AUSTRALIANS 

AGE THEIR WAY
GOVERNMENT-FUNDED 
FREE SERVICE NOW 
AVAILABLE

http://www.liveup.org.au
https://liveup.org.au/
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G overnance establishes 
requirements for how to 
achieve the proper balance of 
performance and conformance 

within an organisation to meet 
stakeholder needs and deliver value. 

Good governance is vital, because 
it directly impacts the ability of an 
organisation to achieve its goals 
effectively.	

The Aged Care Royal Commission 
highlighted instances where consumer 
expectations were not met, and failures 
to provide appropriate levels of care to 
our vulnerable older people. 

Rather	than	a	result	of	a	one-off	failure,	
the	Royal	Commission’s	final	report	
identified	systemic,	organisation-wide	
failures that were a direct result of 
breakdowns in governance including 
poor risk management. 

There is no straight answer or silver bullet to good governance, 
but we know that it all starts at the top (the Board) and the 
phrase ‘Tone at the Top’ is paramount in establishing good 
governance practices in every organisation.

The Board sets the tone from the top and each successive 
leadership layer should sound out the expectations with clarity, 
and echo back the understanding. 

Governance primarily answers four questions:

•	 Are we doing right things?
•	 Are we doing them the right way?
•	 Are we getting them all done?
•	 Are	we	seeing	expected	benefits?
The following four key elements are vital to create a platform 
where good governance can be achieved. 

1. Board skills and composition
An	effectively	diverse	Board	should	include	Directors	with	
experience in aged care, human services and/or clinical 
governance to test management and ensure that the 
organisation is delivering on its purpose. 

The majority of the Directors should be independent and free of 
any	interests	that	might	influence	or	reasonably	be	perceived	to	
influence	their	judgement	and	ability	to	act	in	the	best	interests	
of the organisation. 

The Royal Commission also suggested that aged care 
legislation be amended in this regard. 

2. Accountability
Effective	reporting,	clear	communication	and	feedback	
mechanisms should form the basis of the accountability 
structure	within	an	organisation,	covering	financial	aspects	

WHAT DOES GOOD GOVERNANCE 
LOOK LIKE?

YOUR GUIDE TO ACHIEVING QUALITY CARE 
THROUGH GOVERNANCE

Continued on page 60
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and the services they deliver. Board reports should provide 
insight to the quality of care delivered, and include data, 
trends and appropriate narratives. The Board should consider 
quality	of	information	flows	and	whether	there	are	gaps	in	
critical areas. Safety and quality should also be central to all 
Board deliberations and decision making. Implementation 
of grievances and complaints systems that feed into Board 
reporting are also important.

3.	Non-financial	risks
Organisations	should	look	beyond	profit	and	loss	and	 
consider the broader spectrum of risks such as quality of 
care, safety risks and regulatory risks. The organisations 
should revisit their vision, mission, understand their purpose 
and establish processes to achieve this, without losing focus 
on	financial	risks.	The	Royal	Commission	emphasised	that	
care governance should be a focus of aged care providers 
and should be realised through establishment of ‘Care 
Committees’.	In	addition,	establishment	of	an	effective	risk	
management framework will help Directors discharge  
their duties.

4. Leadership and culture
Boards should set the organisation’s culture, and then actively 
monitor, assess and oversee its entrenchment including:
•	 Establishing strategic priorities that align organisational 

activities to organisational mission or purpose
•	 Evidence-based decision making
•	 Testing and challenging management
•	 Foster culture that prioritises quality and safe care 
•	 Compliance with applicable quality standards and 

legislative obligations
•	 Roles and responsibilities of management and the 

workforce are clear with a culture of learning and 
continuous improvement 

•	 Effective	mechanisms	for	the	workforce	to	raise	quality	and	
safety issues, including whistle-blower protections

•	 Appropriate consequences are in place for non-compliance.
By getting the key governance elements right, providers will 
be in a far better position to deliver high quality care, meet the 
needs of consumers and achieve their organisational goals.

Kapil Kukreja is a Director at HLB Mann Judd.
For more information visit www.hlb.com.au  
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transformative care model  
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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.
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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

Our industry today needs leaders with the right skills and outlook to shape aged care’s 
transformation in Australia.
The program we’ve designed consists of an interactive series of five modules that will teach you the essential skills to create, 
implement, commercialise, and communicate your innovation ideas. 

Our live online workshops and innovation coaching sessions will help engage, motivate and inspire, and give you 
opportunities to put your learning into practice.

Take one module or take them all!* There’s never been a more urgent need, or a better time, to equip our industry leaders. 

Benefits:
 Be formally recognised by LASA as an Age Services 

Innovation Manager.

 Learn from LASA’s best in age services innovation.

 Receive personal feedback and coaching from LASA’s 
Head of innovAGEING.

 Experience innovation content customised for the age 
services industry.

 Access age services case studies.

 Access online content developed by innovation leaders 
in the age services industry.

 Participate in LASA’s innovAGEING age services 
innovation network.

 Use your learning as a contribution towards Continuing 
Professional Development.

*Module 5 can only be taken when Modules 1-4 have been completed.

Modules:
Module 1 Business Model Design 11 & 12 April 2022
Module 2 Empathise and Prototype 4 & 5 May 2022
Module 3 Leading Innovation 8 & 9 June 2022
Module 4 Marketing Innovation 6 & 7 July 2022
Module 5 Innovation Capstone* 3 & 4 August 2022

FIND 
OUT 

MORE?

 1300 111 636

 education@lasa.asn.au

 www.lasa.asn.au

Introducing 
LASA’s 
Age Services 
Innovation Managers’ 
Program

For leaders who 
want to innovate.

http://www.hlb.com.au
www.edeninoz.com.au
www.lasa.asn.au


Our industry today needs leaders with the right skills and outlook to shape aged care’s 
transformation in Australia.
The program we’ve designed consists of an interactive series of five modules that will teach you the essential skills to create, 
implement, commercialise, and communicate your innovation ideas. 

Our live online workshops and innovation coaching sessions will help engage, motivate and inspire, and give you 
opportunities to put your learning into practice.

Take one module or take them all!* There’s never been a more urgent need, or a better time, to equip our industry leaders. 

Benefits:
 Be formally recognised by LASA as an Age Services 

Innovation Manager.

 Learn from LASA’s best in age services innovation.

 Receive personal feedback and coaching from LASA’s 
Head of innovAGEING.

 Experience innovation content customised for the age 
services industry.

 Access age services case studies.

 Access online content developed by innovation leaders 
in the age services industry.

 Participate in LASA’s innovAGEING age services 
innovation network.

 Use your learning as a contribution towards Continuing 
Professional Development.

*Module 5 can only be taken when Modules 1-4 have been completed.

Modules:
Module 1 Business Model Design 11 & 12 April 2022
Module 2 Empathise and Prototype 4 & 5 May 2022
Module 3 Leading Innovation 8 & 9 June 2022
Module 4 Marketing Innovation 6 & 7 July 2022
Module 5 Innovation Capstone* 3 & 4 August 2022

FIND 
OUT 

MORE?

 1300 111 636

 education@lasa.asn.au

 www.lasa.asn.au

Introducing 
LASA’s 
Age Services 
Innovation Managers’ 
Program

For leaders who 
want to innovate.

www.lasa.asn.au


FITS ALL STANDARD 
PPE PACKAGING

Product Code: SMATT-WCS2 
W:39.5cm, H:86cm, D:15cm 

Fixing Points : 6

IMPROVES YOUR STAFF’S COMPLIANCE AND LESS WASTAGE
• High Quality® • Meets infection control guidelines
• Built for HealthCare environment • No �at surfaces

• Durable wipe clean coating • Pre Treated Rust Prevention.
• Hospital & Clinically Designed • Fixed or Door Hang

• Can be used on Mobile Stand Option

Plugging The Gaps In Infection Control

Clip on Sign 
NOW 

AVAILABLE

Now 
available
double-

sided

THE MOBILE PPE 
STATION

The Mobile PPE Consumable station is a 
bespoke universal stand for use with our 

PPE consumable organisers. The Mobile PPE 
Consumable Stand is adjustable to take 

either our Mini or Small PPE Consumable 
organisers. The stable base with lockable 
wheels allows for easy transport between 
stations. Options include clip on double 

sided warning sign & more.

MINI VERSION

Product Code: SMATT-WCS3 
W:41.1cm, H:58.5cm, D:15cm

WWW.STERRIMATT.COM E: info@sterrimatt.com   |   T: 1300 132 
908 © 2022 Sterri-Matt PPE Organisers & Accessories are registered and copyright designs of Sterri-Matt Pty Ltd.

THE ORIGINAL PPE STATIONS 

All our PPE Organisers are multi function and can be 
Wall Mount, Door Hung or clip to our Mobile Station

https://sterrimatt.com/


STRONGER TOGETHER

63

F or many organisations, the usual approach is 
to rely on a small group of leaders within the 
organisation to come up with all the ideas, 
make all the decisions, and get the work done. 

As an organisation grows and becomes more 
complex, the owners or founders look to external 
strategists, and proven business consultants, to help 
navigate	the	way	forward.	The	benefit	is	experience,	
objectivity and focus.

For larger, more established organisations, there may 
be a board of governance, with elected or appointed 
Directors, to oversee strategy and ensure compliance 
on behalf of various stakeholder groups. The limitation 
is often legacy issues, resistance to change and 
personal attachment.

In our disrupted digital world, both these models struggle  
and often need support to identify and meet their own  
unique challenges. Increasingly, the answer is to adopt an 
Advisory Board.

What is an Advisory Board?
Advisory Boards are a small group of Subject Matter Experts 
(SME),	brought	together	with	a	specific	focus,	for	a	specific	
period, to work through a challenge. 

The Advisory Board will usually start with an independent 
Certified	Chair,	and	will	have	a	mix	of	internal	and	external	
people, who are all highly motivated to solve problems and 
generate ideas as options for consideration by the traditional 
decision makers. 

An	example	of	this	may	the	integration	of	systems	to	find	
efficiency	and	enable	scale.	Functional	leaders	may	find	it	
challenging to manage the day-to-day process and transform 
their functional area at the same time. An Advisory Board, in 
collaboration with the functional lead, brings capability and 
focus on developing options for consideration.

A further example may be the merger of two organisations. 
Engaging experienced people to work through the issues 
associated with a merger will ensure a smooth transition and 
reduce costly errors.

What if I have a Board or Executive?
An Advisory Board does not replace any existing structure,  
it merely enhances capability in that part of the organisation  

or function that may need greater objectivity and new  
thinking. 

It is important that an Advisory Board includes one or more 
Executives or Directors to ensure the Advisory Board has 
context and can establish a deep, engaging partnership with 
the existing decision-making bodies. 

The Advisory Board is not there to make the decisions, it is 
there to identify and generate opportunities. 

How do I establish an Advisory Board? 
To ensure an Advisory Board starts well, seek out an 
independent	Certified	Chair	who	has	completed	the	Certified	
course via the Advisory Board Centre. 

Once	appointed,	the	Certified	Chair	assists	the	leader	of	the	
organisation to assess the aim and scope, and together, they 
select the remaining board members with the right skills and 
experience to achieve the desired result for the organisation.

If you are looking to browse for further information, take a look 
at the Advisory Board Centre —and discover the power of 
collective thinking.

Micheal Martin FAICD is Certified Chair, Safety Champion, 
Director and Coach, C-Suite Safety Solutions.
For more information visit  
www.c-suitesafetysolutions.com.au 

GOVERNANCE: IS THERE ROOM 
FOR AN ADVISORY BOARD?

Michael is a Certified Chair and trainer who advises 
organisations on transformation strategies.

https://www.advisoryboardcentre.com/
https://www.advisoryboardcentre.com/
http://www.c-suitesafetysolutions.com.au
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W ith the increasing pressure being put on our 
healthcare and aged care systems, we are seeing 
a	significant	rise	in	the	number	of	retired	nurses,	
personal	care	assistants	and	other	frontline	staff,	

returning to the workforce to help their community. 

Supporting their return to work will be an important part 
of sustaining this vital workforce during challenging times, 
however	you	might	not	be	entirely	confident	of	your	obligations	
to them. 

To help you ensure your organisation complies with all relevant 
superannuation legislation, and to help you answer any 
questions	staff	may	have,	we’ve	compiled	the	following	FAQs.	

We’ve also created a handout for you to provide to your new 
employees, as a reminder of the top things they need to 
consider	about	their	finances	as	they	return	to	the	workforce.

Does the employee need a Superannuation 
Accumulation Account?
If the new employee does not have an accumulation account 
as they are in the Income Stream phase or they withdrew all 
of their super, you will need to check for a stapled account 
(post 1 November 2021). This is only required if they have not 
completed a ‘choice of fund’ form during onboarding. If they 
do not have a stapled account, the default process can be 
applied.

Can the employee take the 10 per cent 
Superannuation Guarantee as cash?
No, if they are earning more than $450 a month, you must pay 
them the 10 per cent Super Guarantee into an appropriate 
super fund. As of 1 July 2022, the $450 threshold will no longer 
apply, and all salary payments will attract Superannuation 
Guarantee payments. The change to the $450 threshold 

announced in the 2021 Federal budget is still awaiting 
legislation.

Can the employee make extra contributions 
(salary	sacrifice	or	voluntary	contributions)?
Yes, depending on their age they may need to meet the work 
test—you	can	find	more	information	on	the	work	test	here. 
Your employees should contact their superannuation fund or a 
financial	advisor	to	understand	their	options.	

Can the employee return to work if they 
have accessed their super already?
Yes, there are no restrictions for an individual to return to work, 
even if they have already accessed their superannuation and 
commenced an income stream. However, if they are under 
65 years of age, future contributions to their superannuation 
accumulation account will be preserved until they retire again, 
or turn 65. See conditions of release here. 

What happens to the employee’s 
Retirement Income Stream (RIS) if they 
return to work?
A RIS continues to be paid, adjusted or reduced, depending 
on the preference of the employee. It may be a good idea for 
an	employee	to	seek	financial	advice	when	they	return	to	the	
workforce,	as	their	financial	situation	will	have	changed	since	
their retirement.

When employees are setup with a new 
accumulation account, will they receive 
default insurance?
It is highly likely that employees will receive default insurance, 
depending on their age.  

DO YOU HAVE EMPLOYEES 
COMING BACK FROM 

RETIREMENT?
WHAT YOU NEED TO KNOW ABOUT 

SUPERANNUATION

Continued on page 66
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What happens to any Centrelink 
payments or concession cards 
an employee may currently 
receive?
Centrelink income support payments, like  
the age pension, have an Asset and Income 
test applied to determine the amount of 
support that should be provided. Concession 
cards may also be impacted. The employee 
will need to report any employment income 
they receive, and this may reduce their 
Centrelink payment.

Aware Super provides support to our 
participating employers to manage their 
superannuation obligations. If you’d like to 
learn more about how we can support your 
organisation please get in touch. 

For more information contact Philip Seubert  
philip.seubert@aware.com.au or visit  
www.aware.com.au

Continued from page 65

The information contained in this Fusion edition is given in good faith and has 
been derived from sources believed to be reliable and accurate. No warranty as 
to the accuracy or completeness of this information is given and no responsibility 
is accepted by Aware Super Pty Ltd (ABN  11 118 202 672,AFSL 293340)or its 
employees for any loss or damage arising from reliance on the information provided.

mailto:philip.seubert@aware.com.au
www.aware.com.au
www.preventingharm.com.au
www.egopharm.com
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T raining your own workforce has long been a solution 
to	chronic	staff	shortages	but	in	an	era	of	high	
staff	turnover	and	the	‘portfolio	career’,	where	staff	
members often have more than one employer, 

management	can	sometimes	think	it	is	too	difficult.	

Traineeship partnerships with a group training organisation 
significantly	reduces	the	risk,	cost	and	hassle	and	could	be	
part of the solution for aged care providers faced with critical 
staff	shortages.

Staffing	the	aged	care	sector	was	a	challenge	long	before	the	
pandemic,	but	COVID-19	has	amplified	the	problem—and	
that’s	reflected	in	the	series	of	retention	bonuses	offered	to	
staff	in	aged	care	services	owned	by	the	Federal	Government.	

Aged care services have been hit hard by a lack of international 
workers,	and	staff	contracting	COVID-19	or	isolating	after	
exposure, and the workforce is widely acknowledged to be in 
crisis. 

The	first	rule	of	crisis	leadership	is	to	identify	what	you	can	and	
can’t control in managing the problem—we cannot control the 
wind, but we can adjust the sails, as American activist Bertha 
Calloway observed. 

Clearly the aged care workforce crisis, so long in the making, 
cannot be solved quickly given retirements, an ongoing 
pandemic, wages and immigration—but there are some 
practical strategies for building your workforce. 

Human resource research shows that investing in people—
particularly in training—is one of the best ways to build a loyal 
workforce. 

A 2018 LinkedIn Workplace Learning Report found 94 per cent 
of employees would stay at a company longer if it invested in 
their career development. 

And, in an economy characterised by post-COVID workforce 
restructuring,	offering	people	on-the-job	training	where	they	

can earn while they learn—in metro and regional areas—is a 
major drawcard, particularly for people looking to re-train. 

Retaining	staff	will	also	increasingly	require	a	workplace	culture	
that connects with the values of employees —particularly as 
the choices of Millennials and Gen Z who make up 46 per cent 
of the workforce are motivated by values such as diversity, 
personal development, wellbeing and authenticity. 

Maxima Group Training—one of Australia’s leading not-
for-profit	training	and	staffing	agencies—partners	with	
Host	Employers	to	recruit	and	train	the	right	staff	for	their	
organisation.

In	the	business	for	more	than	35	years,	we’ve	identified	the	
age services industry as an area of crucial community need 
and	we’re	investing	in	a	specialist	team	to	develop	a	certified,	
nationally	recognised	qualification	to	build	our	aged	care	
workforce.

Our aged care traineeships not only provide trainees with best-
practice technical and soft skills while they are getting paid—
they make them feel valued and supported.

As Jenni, an Individual Support trainee in the Riverland region 
of South Australia, says, “When I go home at the end of 
my	shift,	I	feel	satisfied	that	I	have	really	contributed	to	the	
wellbeing of older people in my community, not only helping 
them with their daily personal needs, but connecting socially.” 

While aged care organisations might feel that they don’t have 
the resources to manage trainees, partnering with a relevant 
training program, like Maxima’s Group Training Program, takes 
the	pressure	off,	providing	mentoring,	onboarding,	monitoring	
and performance support.  

Training partners usually manage everything from advertising, 
testing, interviewing and short-listing candidates to the legal 
aspects of employment including insurance, superannuation 
and providing personal and protective equipment. 

TRAINEESHIPS HELP 
ALLEVIATE THE AGED CARE 

WORKFORCE CRISIS
INVESTING IN YOUR WORKFORCE IS ONE 
OF THE BEST WAYS TO BUILD LOYALTY

Continued on page 69

https://www.claromentis.com/blog/why-training-development-increase-employee-loyalty/
https://www.forbes.com/sites/servicenow/2021/06/25/learning-leads-to-longtime-loyalty/?sh=58a817e8214c
https://www.forbes.com/sites/servicenow/2021/06/25/learning-leads-to-longtime-loyalty/?sh=58a817e8214c
https://learning.linkedin.com/resources/workplace-learning-report-2018
https://www.gallup.com/workplace/336275/things-gen-millennials-expect-workplace.aspx
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Maxima also works with Nominated Training Organisations 
(including employers’ preferred training providers) to equip 
trainees	with	a	Certificate	lll	in	Individual	Support	for	in-home	
and residential care settings. 

Training costs through Work Ready Training Providers are 
subsidised and Host Employers may be able to access 
government incentives, including Aboriginal and Rural Funding 
Arrangements. 

It’s not a silver bullet for the 
industry’s workforce challenges, 
but Maxima’s traineeship model 
could be a practical way of building 
a	certified,	nationally	recognised	
professional workforce for the 
future. 

Nicole Buksh is Apprenticeship 
and Traineeship Consultant, 
Maxima.
For more information visit www.
maxima.com.au

Fast, simple, secure online reference checks

Referoo is the leading Australian owned, complete 
online referencing tool. Designed to make it easier 
for you to generate fast and secure reference 
checks, Referoo allows you to turn reference 
checks up to 10 times faster, with better  
security and increased compliance.

Referoo is a LASA partner, and offers 
LASA Members a free 14 day trial.

Visit referoo.com.au/lasa to  
get started today!

Continued from page 68
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T he	pandemic	has	revealed	and	amplified	the	challenges	
faced by health and care systems around the world—
perhaps nowhere more than in the age services industry. 

COVID-19	has	strained	aged	care	providers’	finances	
and capacity; it has increased insurance costs and liability 
risks; and it has raised infection, disability and mortality risks.

Aged care providers face three key workforce-related risks: 
the workforce shortage, skills gaps, and health and safety 
challenges. Each of these have knock-on risks including 
decreased quality of care, increased operating costs, revenue 
loss and increased legal exposure.

Now a new report Vital Signs: Workforce Challenges for Senior 
Care shows what can be done about it.

Risk one: The workforce shortage
Population ageing has outpaced growth in the supply of senior 
care workers in three-quarters of OECD countries including 
Australia. A 2019 study estimated that 57 per cent of aged 
care	residents	in	Australia	live	in	understaffed	facilities.	The	
COVID-19 pandemic has only worsened this situation.   

The labour shortage can broadly be traced back 
to disproportionate demands on workers relative 
to	rewards	from	the	profession.	The	sector	offers	
limited	benefits	and	opportunities	for	career	
progression and, with starting pay for aged care 
workers only slightly above minimum wage, desire 
for better compensation is a key driver of attrition. 

Short-staffing	increases	demand	on	existing	
workers, leading to increased burnout, lower morale 
and higher attrition. This presents knock-on risks 
for providers such as decreased quality of care from 
staff	stretched	too	thin,	and	increased	operational	
costs from having to use more casual and temporary 
agency	staff.	

Risk two: Skills gaps
Some	staff	are	under-equipped	to	provide	high-quality	care	as	
patient needs increase and grow more complex. Skills gaps 
vary, ranging from knowledge of care provision—in areas 
ranging from nutrition and medication management to more 
specialised geriatric, dementia and palliative care—to soft 
skills around understanding and communicating with patients 
and providing culturally responsive care that meets social and 
emotional needs of patients from diverse backgrounds. 

Risk three: Health and safety challenges
The pandemic has exacerbated the health and safety risks 
aged	care	workers	face	in	their	roles.	Staff	have	been	on	the	
front lines of the pandemic, while faced with a heavy workload 
and sometimes inadequate training for disease management, 
precarious employment, lack of adequate Personal Protective 
Equipment, and uneven distribution of Rapid Antigen Tests.

In	residential	facilities,	the	cumulative	total	of	staff	COVID-19	
cases since the beginning of the pandemic (21,705) 
exceeded the number of resident cases (18,880) at the  
end of February 2022 (COVID-19 outbreaks in Australian 

THE HUMAN CHALLENGE  
OF AGED CARE

NEW REPORT SHOWS HOW RESHAPING 
THE EMPLOYEE EXPERIENCE COULD BE 

THE KEY TO SURVIVAL

Continued on page 71

https://www.marsh.com/au/industries/healthcare/insights/workforce-challenges-for-aged-care.html
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residential aged care facilities – 25 February 2022 | Australian 
Government Department of Health)

Workers have also had to contend with the immense 
psychological pressure of caring for a vulnerable population 
during this unprecedented time, prompting researchers to call 
for ‘psychological PPE’. 

A solution: Improving the workforce 
proposition
As Australia ages, workforce issues constitute the ‘human 
challenge at the center of aged care’.

Aged care providers now have an opportunity to build 
back better from the pandemic by reshaping the employee 
experience and restructuring organisational ways of working. 

Possible solutions include redesigning roles for better career 
opportunities	and	flexibility;	improving	employee	benefits	and	
occupational support; and recruiting employees through varied 
models to attract a broader and more diverse workforce. 

Our research	shows	a	myriad	of	benefits	of	doing	so,	from	
mitigating workforce-related risks—resulting in better business 
stability and reduced employee turnover—to improving quality 
of care and reputation in the eyes of potential clients, insurers 
and lenders.

Providers	can	take	the	first	step	to	learn	about	and	
acknowledge areas for improvement by better understanding 
the	workplace	experiences	of	their	staff,	exploring	channels	 
for employee engagement (such as listening sessions) and 
where possible, taking action based on this feedback to  
retain	staff.	

Other improvements may require collaboration with 
stakeholders—for example, partnering with educational 
institutions and insurers for skill trainings; or working with and 
assessing supply chain partners to understand major threats 
and ensure business continuity. 

With the demand for aged care set to keep growing, improving 
the workforce proposition has become essential.
Lyle Steffensen is Care Solutions Practice Leader, Marsh.
Download the report Vital Signs: Workforce Challenges for 
Senior Care
Marsh Pty Ltd (ABN 86 004 651 512, AFSL 238983) (“Marsh”) arrange insurance 
and is not an insurer. This publication is not intended to be taken as advice 
regarding any individual situation and should not be relied upon as such. The 
information contained herein is based on sources we believe reliable, but we 
make no representation or warranty as to its accuracy. Marsh shall have no 
obligation to update this publication and shall have no liability to you or any other 
party arising out of this publication or any matter contained herein. Marsh makes 
no representation or warranty concerning the application of policy wordings or 
the financial condition or solvency of insurers or re-insurers. Marsh makes no 
assurances regarding the availability, cost, or terms of insurance coverage.  
LCPA 22/083
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Aged Care Workforce 
Benchmarking 
Survey 2022
Measure. Report. Reform.

The 2nd LASA Aged Care Workforce Benchmarking 
Survey is being conducted in April and May. 

The Survey will provide meaningful data to help aged care 
organisations with workforce planning. It will also support 
industry advocacy, policy development and strategies to 
drive a sustainable future.

The Report will be released in July, and will include 
breakdown analyses by residential and home care settings, 
by location and organisation size, establishing year-on-year 
trends and identifying emerging issues.

To secure your copy of the final Report, please register to 
participate. Participants will also be invited to an exclusive 
presentation of results at the conclusion of the project.

To register or for more information, visit 
Aged Care Workforce Benchmarking

REGISTER TODAY 
to benefit from exclusive workforce data 

for your strategic planning. 

Survey closes 13 May 2022

https://www.health.gov.au/resources/publications/covid-19-outbreaks-in-australian-residential-aged-care-facilities-25-february-2022
https://www.health.gov.au/resources/publications/covid-19-outbreaks-in-australian-residential-aged-care-facilities-25-february-2022
https://pursuit.unimelb.edu.au/articles/people-in-aged-care-sector-need-psychological-as-well-as-physical-protection
https://www.ceda.com.au/ResearchAndPolicies/Research/Health-Ageing/Duty-of-care-Meeting-the-aged-care-workforce-chall
https://www.ceda.com.au/ResearchAndPolicies/Research/Health-Ageing/Duty-of-care-Meeting-the-aged-care-workforce-chall
https://www.ceda.com.au/ResearchAndPolicies/Research/Health-Ageing/Duty-of-care-Meeting-the-aged-care-workforce-chall
https://www.marsh.com/au/industries/healthcare/insights/workforce-challenges-for-aged-care.html
https://www.marsh.com/au/industries/healthcare/insights/workforce-challenges-for-aged-care.html
https://www.marsh.com/au/industries/healthcare/insights/workforce-challenges-for-aged-care.html
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O ne of the most disappointing and frustrating things 
is having good employees hand in their resignation 
at the worst time—especially if they’ve only been 
employed for a short time.

Good talent is hard to come by especially in the current landscape, 
so it’s crucial not to ‘recruit and forget’, and there are some simple 
and	practical	things	employers	can	do	to	avoid	staff	attrition.	

Research tells us that employee engagement is improved by 
having clear expectations from the outset. If your organisation 
is	facing	a	high	turnover	of	staff,	it’s	time	to	provide	greater	
clarity on expectations of the role and the contribution they 
make to your organisation’s bigger picture. 

Position descriptions
It’s surprising how many position descriptions (PDs) don’t do 
themselves justice. Use your PDs to be crystal clear about  
the scope, boundaries and expectations of the role, the 
outcomes you expect, what success looks like in the  
role, and what you’re looking for from the person in 
the	role.	Be	specific	so	that	both	parties	are	clear	
from the beginning.  

You should both be on the same page about:
•	 Role boundaries and accountabilities
•	 What success looks like and how it’s measured
•	 The expected behaviours that demonstrate your 

organisation’s culture and values.
•	 The potential career pathways for progression
With clear expectations, new employees are less 
likely to feel overwhelmed in their early months. Take 
this opportunity to agree on individual goals to help 
the new employee feel motivated and inspired to 
achieve them. This will increase self-management as 
they track themselves against set goals. 

Workload
Most employees don’t shy away from hard work when 
expectations are clear. We advise employers to be upfront 
about the challenges of the role during the recruitment process 
because while there will always be the odd curve ball, it’s 
important to be realistic. Of course organisations can’t control 
all external factors, so ensure you are as transparent as 
possible about what you do know.

The	more	honest	you	are,	the	more	you’re	likely	to	find	the	right	
fit	with	someone	who	is	genuinely	committed	for	the	longer	
term and more determined to overcome the obstacles with 
you. Honesty cultivates trust and loyalty.

Professional development
Research shows us that emerging leaders generally favour 
aspirational career opportunities over remuneration alone when 
it comes to choosing and staying in their next role.

RETAIN WORKFORCE TALENT 
AND SET THEM UP FOR 

SUCCESS 
TIPS TO ENGAGE YOUR STAFF  

FROM DAY ONE

Continued on page 74

Laura and her team are dedicated to providing professional human 
resources support to aged care providers.



7474

INSIGHTS FROM INDUSTRY

Help	the	next	generation	see	their	future	with	you	by	offering	
professional development that’s aligned with their goals. 
Be innovative—instead of generic training sessions, have 
bespoke	workshops	and	coaching	activities.	Prioritise	specific	
development	that	is	mutually	beneficial	to	the	organisation	and	
your employees. This will improve your return on investment, 
through increased engagement, individual and team 
effectiveness,	productivity	and	loyalty.

Key tips for success
•	 Identify and establish clear objectives and expectations for 

employees	from	day	one	for	the	first	6	months.
•	 Ensure the expectations are mutually agreed with employee 

involvement and buy-in.
•	 Be	SMART	with	your	success	measures—Specific,	

Measurable, Actionable, Realistic and Timebound. 
•	 Encourage self-management and two-way feedback to 

generate more productive, meaningful conversations, rather 
than the vague ‘How are you going?’’ interactions.

•	 Dovetail into your Performance Reviews—review and 
refocus future objectives based on the performance of the 
employee and priorities of the organisation. 

We	find	that	employers	often	understand	the	theory	but	benefit	
from support around the execution. For instance, employers 
sometimes	find	it	difficult	to	articulate	expectations	to	staff,	or	
explain how certain expectations tie in with the overall vision 
and mission. Sometimes they want support in how to gain 
buy-in and motivation from employees, or how to conduct 
meaningful and positive review meetings, or with planning 
workload and capacity issues.

Above & Beyond can show employers more of the ‘how to’ 
with our S4S Program, helping the employer and employee feel 
more supported and equipped for their roles. 

Laura Sutherland is Director & Founder,  
Above & Beyond Group.
For more information visit  
www.aboveandbeyondgroup.com.au 
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A s the Australian aged care sector grapples with the 
ongoing challenges associated with COVID-19, 2022 
is also shaping up to be a year of regulatory change. 

The Government’s plan for upcoming reform aims to 
improve the consumer experience by overhauling assessment 
and funding processes, and to hold providers and boards 
accountable for quality by updating reporting obligations.

Technology and data are by no means a silver bullet, but they 
can	play	a	significant	role	in	reducing	the	impact	and	disruption	
of regulatory change. Clever solutions will not only ensure 
compliance, but will also lessen the administrative burden on 
staff,	allowing	them	to	focus	on	care.	

Which changes can data and technology 
solutions be applied to this year?
This year, changes to provider reporting will require increasingly 
detailed and frequent submissions, both to the Government 
and to consumers. 

This year will see the commencement of the quarterly version 
of the Aged Care Financial Report (ACFR) and the expansion 
of the Serious Incident Response Scheme (SIRS) to in-home 
care. The information provided in the ACFR, particularly around 
staffing	hours,	will	also	support	the	consumer-facing	Star	
Rating system. 

Additionally, from July 2022 providers will be required to 
provide a monthly care statement to consumers (or families/
carers)	outlining	the	care	received	and	reporting	any	significant	
changes.

Notably, with the current Aged Care Funding Instrument (ACFI) 
being replaced in October by the Australian National Aged Care 
Classification	(AN-ACC),	providers	will	be	under	pressure	to	
increase average care minutes to 200 minutes per resident per 
day, with 40 minutes of registered nurse time. 

With 84 per cent of aged care homes falling well short of this in 
2021,	it	is	clear	staff	time	is	a	premium.	

Again, data and technology are no panacea, but if solutions 
can be put in place that reduce the administrative burden on 
care	staff,	every	minute	saved	counts.

What do providers need to implement  
to successfully meet the challenges of 
2022?
Interoperable,	fit-for-purpose	solutions	are	critical	for	providers	
looking to successfully meet the challenges of the new 
legislation requirements.  

Some potential solutions (noting that this is not an exhaustive 
list) include:

1.  A best-of-breed incident management system that will 
aid with SIRS reporting. An electronic system will allow 
for easier transfer of data to the online reporting form and 
supports	the	identification	of	trends	to	mitigate	risks	and	
incidents.

2.  A rostering system that can be quickly amended in line 
with the changing case mix. Being able to integrate this 
system with others becomes essential to produce insights 
and evidence. In the example of AN-ACC, with clinical and 
casemix	data	often	held	separately	to	staffing	and	rostering	
data,	this	need	is	amplified.

3.  A complaints management system. This will support  
an enhanced understanding of consumer expectations 
as the introduction of star ratings drives a move towards 
a more competitive market. It is worth implementing 
this solution to do the heavy lifting, capturing consumer 
feedback and generating actionable insights. There is value 
in integrating this with CRM systems for a comprehensive 
view of clients and their families. An added analytics 
capability	aids	in	reporting	and	issue	identification	and	will	
assist providers in meeting their obligations under the Aged 
Care Quality standards.

Data warehousing and analytics can aggregate data from  
these	systems,	enabling	insights	that	lead	to	more	effective	
decision making. This will be crucial for providers who need 
to rethink their key performance requirements to conform to 
the new AN-ACC funding system, as well as for any abrupt 
rostering	or	staffing	challenges	as	teams	are	forced	into	
COVID-19 isolation.

STRONGER WITH DATA
HOW TECHNOLOGY CAN HELP MEET THE 

CHALLENGES OF REFORM IN 2022

https://www.stewartbrown.com.au/images/documents/StewartBrown_-_ACFPS_Financial_Performance_Sector_Report_June_2021.pdf
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Key takeaways for 2022:
1.  Interoperability gives carers more 

time to care. Ensuring that systems 
talk to each other reduces the need for 
repeated	effort	in	administrative	tasks.

2. Modern database solutions 
are crucial for enabling a deep 
understanding of what is happening 
within the organisation. This 
allows providers to better adapt to, 
and manage challenges, when in 
combination with analysis and reporting 
tools.

3. Engage the support of a trusted 
technology implementation partner. A 
company with an understanding of, and 
experience with, aged care industry pain 
points	and	requirements	will	offer	the	
best support.

Joash Belousoff is Executive  
Partner, Novigi. 
For more information visit  
www.novigi.com.au

www.novigi.com.au
telltouch.com.au/lasa
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I t is likely that the age services industry will be one of 
the last to fully resume ‘normal’ operations and will look 
substantially	different	by	the	time	the	pandemic	is	declared	
over.

The Aged Care Royal Commission highlighted the need 
for increased digitisation and technology developments in 
residential aged care, however recent breakouts of COVID-19 
in aged care have taken the focus away from any sort of capital 
reform that would assist in releasing funds for technological 
advances.

Yet technological innovation would help control the spread of 
COVID-19,	improve	care	and	provide	a	safer	workplace	for	staff	
and residents.

One of the issues the pandemic has revealed is the 
shortcomings in many business processes, including 
procurement and inventory management. For some, it has 
highlighted	deficits	in	key	processes,	and	complacency	in	
contracted procurement with long-standing suppliers. 

More than ever, aged care providers among a raft of other 
healthcare providers, are turning to Australian owned and made 
products and suppliers, to take the concern out of shortages.

Frank Nardone, Managing Director of Australian manufacturing 
company cura¹, explains why the home advantage is 
appealing.

“Dealing with overseas companies can be a headache but 
with an Australian organisation, supply shortages are rare 
circumstances, it’s a lot easier to get help with parts and 
service, and warranties are much more robust,” he said.

A manufacturer and supplier of products in the falls prevention, 
wandering, patient monitoring and alert system space, cura¹ 
has seen sales increase during the pandemic—an indicator of 
the shift in supplier choice. 

The falls prevention range has proved particularly popular—
such as technology that detects when an individual has moved 
away from their bed or chair and alerts carers—suggesting that 

providers	are	looking	for	ways	to	ease	the	burden	on	staffing	
while continuing to maintain quality care. 

Beyond their manufacturing capabilities, the South Australian 
company also employs in-house customer support and 
technical	support	through	dedicated	staff	who	are	available	
to help distributors and customers with product application, 
system design and product technical support and repairs. This 
local service is something their customers value. 

The supply of home care packages, complemented by a health 
system that is becoming more adept at virtual health and in-
home care, also means people are looking towards technology 
that supports independent living. 

As a greater proportion of care shifts to the community, remote 
patient monitoring will prove useful for providers, allied health 
assistants and alike. 

For example, ENSIGN is a multi-use technology that shows 
live and documented data of an individual’s heart rate and 
respiratory rate, sleep quality, movements and other valuable 
features, which is giving peace of mind to loved ones and 
allowing providers the opportunity to deliver a higher level of 
care.

“Efficient	care	of	our	most	vulnerable	at	a	safe	distance	is	now	
more important than ever. ENSIGN was nearly six years in 
development and we were able to introduce it now when it’s 
most needed; sometimes products come onto the market at a 
critical time,” said Mr Nardone.

The journey ahead for aged care remains uncertain due to 
the combination of changing regulations and the ongoing 
impact of COVID-19. Yet in a crisis, new strategic options and 
opportunities will emerge. 

Success in this environment requires providers to evolve 
their operating models to sustain expected quality care under 
difficult	circumstances,	foster	innovation	and	remain	alert	to	
rapidly emerging strategic opportunities.

Matthew Covino is Product Specialist, cura¹
For more information visit www.cura1.com

WHY TECHNOLOGY IS A MUST 
FOR AGED CARE PROVIDERS

AND WHY SOURCING LOCAL 
SOLUTIONS IS BEST

http://www.cura1.com
https://ensign.cura1.com/
http://www.cura1.com
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T he	Aged	Care	Royal	Commission	identified	the	
pressing need for a nationwide registration scheme for 
the aged care workforce. 

Aged care providers are increasingly accountable for 
the competency of their workers. This requires simple and 
reliable systems to track and manage carer records to reduce 
the risk of non-compliance. 

Currently, the industry is missing this consistent and trusted 
data for reporting and peace of mind when it comes to 
delivering quality care.

Evidence from other sectors shows that a centralised and 
collaborative dataset brings transparency and accountability to 
the workforce. This technology already exists, commonly known 
as ‘Skills Passports’ or ‘Digital Wallets’, and could be applied to 
the age services industry in the form of a ‘Carer Passport’. 

This would allow aged care workers to verify, store and share 
their credentials with one or multiple organisations at once. 
For organisations, this means reducing the administration 
required to gather and maintain this data, as well as drastically 
improving visibility over the compliance of their entire 
workforce (including volunteers).

MyPass’s	software	is	currently	used	to	collate	a	digital,	verified	
and shareable ‘single source of truth’ for workers, where 
compliance documentation is centrally stored. 

One of the key distinctions between MyPass’s software and 
traditional technology is that the digital Skills Passports shift 
the responsibility of uploading and maintaining compliance 
documentation to the carer themselves. This makes the 
employee, rather than the employer, accountable for the 
ongoing upkeep of information. 

With software like this, providers are able to build personnel 
into	pre-verified	pools	based	on	role	or	location,	and	to	screen	
their	certificates,	criminal	checks,	work	history	and	other	
compliance documentation. 

This	allows	them	to	connect	with	pre-verified	individuals	and	
streamline their recruitment processes, meaning they can 

quickly mobilise workers when they’re needed—reducing 
costs,	improving	efficiencies	and	spending	more	time	on	
quality care. With the MyPass system, the time associated with 
onboarding workers is reduced by up to 70 per cent.

Another challenge for aged care providers is the management 
of	mandated	immunisations,	such	as	Influenza	and	COVID-19	
vaccinations, for employees, contractors and visitors. Through 
the use of cloud-based technology such as MyPass, individuals 
can	quickly	produce	verified	evidence	of	immunisation	records	
on a mobile device when someone enters a facility. In turn, 
providers can quickly and safely manage individuals engaging 
with their organisation, allowing them to easily adapt to 
changing compliance requirements, standards and government 
regulations.

For carers, a digital Skills Passport enables them to enjoy a 
straightforward process for entering the industry by keeping 
their credentials, background checks and role applications 
within their Carer Passport, fast-tracking their recruitment and 
onboarding experience. 

Empowering	casual	workers	to	share	their	pre-verified	
information with multiple providers at once creates a ‘single 
source of truth’, not just within the age services industry, but 
across other related sectors. This minimises data duplication 
and provides a clear picture of care workers’ personal 
capability, ‘right to care’ and movements through the sector. 

Most importantly, receivers of care and their families can feel 
confident	that	their	care	is	being	delivered	by	qualified	and	
experienced	staff.	Verified	certifications	through	a	worker’s	
Carer Passport can be requested, to enjoy full transparency 
and peace of mind that their carer is trained and competent. 

Digitisation of training and competency records can 
fundamentally redesign workforce compliance management 
by simplifying, connecting and streamlining the entire supply 
chain—so	that	everyone	benefits.

Matt Smith, founder and CEO, MyPass. 
For more information visit www.mypassglobal.com

DIGITISING AGED CARE 
WORKER RECORDS
SKILLS PASSPORTS KEEP THE 
WORKER ACCOUNTABLE Rolllout of a Carer Passport like 

MyPass could be a game-changer 
for the age services industry.
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RESPONDER NURSE CALL 
SOLUTIONS TO IMPROVE 

QUALITY CARE
INVESTMENT IN TECHNOLOGY REAPS 

REWARDS

T echnology innovator Rauland Australia has 
implemented the Responder nurse call solution in 
Apollo Care’s aged care facilities to improve resident 
safety, enhance care team communication and 

improve response times. 

The solutions are scalable, can be integrated to support care 
staff	workflow	and	documentation	requirements,	deliver	mobile	
reporting to support quality care decisions, and can interact in 
a cloud-based technology environment.

Rauland’s high-tech Responder nurse call solutions were 
implemented into three Apollo sites in Maryborough and 
Rockhampton, giving its care team mobility when responding 
to	residents,	liaising	with	other	staff	and	accessing	
documentation.

Apollo selected a mobile device 
that can distribute services using 
an app interface cleverly integrated 
with Rauland’s nurse call and 
resident safety technologies. 

“The ability to communicate more 
efficiently	with	nurse	call	plus	
integrate with smart mobile devices 
is empowering employees to 
provide proactive care to residents. 
A direct speech pathway from 
the mobile device to resident 
rooms has been proven to reduce 
response times and improve 
satisfaction for residents (and 
their families) when they need 
assistance,” said Cameron Burt, 
Chief	Executive	Officer	at	Rauland	
Australia.

“In addition to the Responder nurse 
call solution and carer mobility, 4D 

radar resident safety monitoring has been pre-wired into the 
ceilings, which will soon provide 24/7 discreet monitoring for 
residents to detect falls, identify when residents move out of 
bed,	notify	staff	when	residents	require	assistance	and	ensure	
a rapid response.”

The drive for digital transformation and the use of technology 
is now greater than ever in the residential aged care sector as 
a direct result of industry challenges as well as new standards 
and	a	new	act	soon	to	come	into	effect.	

Rauland’s reporting dashboard also ensures Apollo can keep 
pace with regulatory and compliance changes. This live data 
ensures the care team can identify quality care initiatives  
every day.

Continued on page 81

Aged care providers like Apollo Care that invest in technology are supporting better outcomes 
for residents.
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Barry	Ashcroft,	Chief	Operating	Officer	at	Apollo	Care	
comments, “Apollo Care’s purpose is to support older 
Australians to live their way with grace and dignity. Investment 
in technology is a critical part of this delivery. By improving the 
efficiency	and	effectiveness	of	our	care	teams,	we	can	free	up	
more time for them to focus on what’s most important, caring 
for residents. 

“Rauland has a solid product that is used globally, supported 
by strong local and national teams with the resources to assist 
when needed.

“There were a number of features that we like about Rauland’s 
high-tech nurse call solution, including IP based architecture 
with	various	integration	benefits.	The	voice,	mobile	devices	and	
data reporting all feed into our current IT system. 

“The	ability	to	leverage	off	resident	monitoring	with	voice	
activation services at all bedsides through call points is very 
important. The nurse call solution can easily be upgraded or 
replaced at new sites, ensuring the same solution is available 
across all sites.”

Cutting edge technology is a key part of Apollo’s expansion 
plans. The ability to easily transition new facilities into 
the company’s cloud-based technology environment and 

operational	model	was	identified	as	paramount	to	the	growth	
and success of the business.

Rauland’s Concentric Care enterprise platform, which 
incorporates Responder nurse care solutions provides facilities 
with the value of a complete, end-to-end communication and 
technology experience. Scalable enterprise architecture brings 
organisations, facilities and care teams together with a single 
technology solution, adaptive to the size and specialised aged 
care environment. 

Mr Ashcroft concluded, “Technology is not only an enabler, 
but absolutely essential for aged care facilities to consistently 
deliver quality care to their residents. 

“One of the key recommendations in the Aged Care Royal 
Commission’s	final	report	was	for	providers	to	formulate	a	
technology strategy and roadmap that marries commercial 
business strategy with improved resident outcomes. This 
recommendation is at the forefront of Apollo’s investment and 
expansion plan strategy.”

Cameron Burt is Chief Executive Officer, Rauland Australia 
and New Zealand.
For more information visit www.rauland.com.au  
or www.apollocare.com.au

Continued from page 80
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ARE YOU READY TO JOIN THE 
REVOLUTION?

AGED CARE PROVIDERS NEED TO BE  
TECH-READY IN 2022

T he revolution is coming! But just as the tip of an 
iceberg is stabilised by what lies beneath the water’s 
surface, a looming revolution in how medication 
is managed within residential aged care facilities 

(RACFs) has been built upon an evolution of complex technical 
development over many years.

This	digital	revolution	in	electronic	healthcare	will	reap	benefits	
for all involved in the medication cycle. For residents it will 
reduce the burden of medication prescribing and administration 
error and, thus, improve clinical outcomes. For everyone else it 
substantially	improves	work	flexibility	and	time	efficiency.

Evolving the Cloud
Evolving technologies such as The Cloud help to power 
the cornerstones of this looming revolution in medication 
management: digital care management systems, My Health 
Record and electronic prescribing practices such as the 
Electronic National Residential Medication Chart (eNRMC).

The Cloud can power enterprise-strength data warehousing 
for each service provider and enables reporting by individual 
facility, by group and even organisation or region.

Surely	a	win-win,	but	these	innovations	must	first	complete	
a complex bureaucratic journey involving many stakeholders 
operating in harmony and with unity of purpose before 
government will approve widespread adoption. 

For instance, one of the biggest hurdles to widespread 
adoption of eNRMC is solving the question of interoperability 
with the electronic prescription portals. Overcoming technical 
hurdles such as these have already seen original schedules 
extended.

Digital care technologies to be mandated
According to the timeline recommended by the Aged Care 
Royal Commission, the Australian Government should require 
by 1 July 2022 that:

a)  every approved provider of aged care delivering personal 
care or clinical care:

 i.  uses a digital care management system (including an 
electronic medication management system) approved by 
the Australian Digital Health Agency and interoperable 
with My Health Record;

 ii.  invites residents to consent to their care records being 
made accessible on My Health Record; and

 iii.  places consenting records on My Health Record and 
keeps them up to date.

b)  the Australian Digital Health Agency immediately prioritises 
support for aged care providers to adopt My Health Record.

A history of ‘aha’
Revolutions rarely occur without an evolutionary process in 
the background. As the leading developers of medication 
management systems, Webstercare has been working with 
government agencies on this evolution for many years.

We were involved in the development of the National 
Residential Medication Chart (NRMC) and even before then, 
Webstercare	had	already	developed	its	first	electronic	charting	
system.  We already had key systems in place and just needed 
to ‘join the dots’.

Our history of success in innovation has meant a relatively 
smooth path towards helping aged care and health care 
providers to meet government goals. 

By combining the functionality of our version of the NRMC, the 
RxMedChart, with our communications platform MedsComm, 
we have created the Medscomm Prescribe platform for 
electronic prescribing and dispensing.

Everyone wins
While the RxMedChart is still in trial phase, it is already  
proving itself. There are fewer worrying resident medication 
incidents,	and	facility	nurses	and	care	staff	feel	greater	control	

Continued on page 84
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and	confidence	with	more	time	released	from	their	usual	
schedule.

For doctors, it frees them of paperwork, they can make 
changes remotely and be assured that the facility and 
pharmacist receive all new medication changes in real time. No 
more confusion and lots of red tape removed. 

One of the doctors trailing our system said, “I can’t imagine 
having to go back to working the old way. MedsComm 
Prescribe has made my rounds physically easier—no more 
lugging around bulky folders, so much safer and more logical 
to administer our rounds. I literally have hours more time I now 
spend with my residents.”

We remain patient and positive that the revolution will come, 
and aged care providers will be able to choose from a range of 
technologies, like our RxMedChart and MedsComm Prescribe, 
to help them provide an outstanding level of care.

Are you ready to join the revolution?

Gerard Stevens is founder and Managing Director of 
leading medication management systems supplier, 
Webstercare.

For more information visit www.webstercare.com.au

Continued from page 83

SUPPORTING
AGED CARE PROVIDERS
Aged Care in Australia is a fast evolving and dynamic industry, where  
Approved Providers have learned to “expect the unexpected”. With stretched 
internal resources, and increasing demand for accountability and governance, 
there may be times when you need support.

Aged Care Advisory Services has a range of skills and expertise, and exists to 
support Approved Providers when you need it most.

www.agedcareadvisoryservice.com.au
agedcareadvisor@bigpond.com

www.webstercare.com.au
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T he Aged Care Royal Commission highlighted the 
pressing need for providers to transform their 
organisations around their customers to deliver 
an improved care experience. This imperative for 

change is driving providers to aspire to deliver a great caring 
experience, but how can this be achieved? 

What is a ‘care experience’?
A care experience is the way you deliver care to your care 
recipients—the intersection between your customer experience 
and employee experience. It is about outputs from both the 
tangible and intangible aspects of care delivery. Tangibles such 
as ensuring a care recipient is physically provided for in a safe 
and healthy environment, and intangibles being caring for their 
emotional, psychological and spiritual needs. And it’s about the 
business operating environment that underpins service delivery.

Supporting someone to live their best life also includes taking 
advantage of opportunities beyond the traditional provider 
care delivery model. It includes connecting with ‘the natural 
supports’ that provide social and emotional connection, a 
sense of community connectedness and self-worth, and 
the	confidence	to	live	independently.	Building	these	natural	
supports into a seamless care contract—between the provider, 
the care recipient, family, friends, neighbours and community—
is a crucial part of providing the ultimate care experience. 

Create your ideal customer experience
Start with your customer experience and know the wants and 
needs of your customers to craft an ideal experience that 
meets their expectations. 

1. Know your customers. Improve customer satisfaction by 
improving the communication your care recipients and their 
families get from individual care workers and management. 
Use technology to enable family members to directly 
communicate	with	each	other,	the	care	recipient	and	staff.	

2. Delight your customers. Understand then transform the 
customer journey by applying good use of technology to 

bring about the changes you want. Ensure your customers 
have personalised, real time access to the information they 
need, when they need it. This enables them to manage the 
care they receive giving them a similar customer experience 
to the one they get from the retail and banking sectors.

3. Collect and manage customer feedback. Give your 
customers an easy way to provide feedback, compliments 
and complaints and review organisation policies and 
processes should they choose.

Create your ideal employee experience
Your employees deliver care to your customers and play a key 
role in the quality of that care delivery. Support your employees 
to support your customers and you will win at both. 

1. Empower your employees. Enable decision-making 
ability and unblock any pain points in the employee journey 
by improving systems and processes. Integrate multiple 
systems	for	a	seamless	and	consistent	flow	of	data.	
Ensure employees have personalised access to all the 
information they need to do their jobs well. Provide access 
to best-practice policy and audit resources, and embed a 
streamlined feedback process.

2. Value employee ideas. Employees feel valued when you 
listen to their opinions and ideas, are more engaged and 
more enthusiastic in their work. Streamline communication 
between individual employees, teams and management to 
boost employee happiness. 

3. Automate repetitive employee tasks.	Free	staff	from	
time consuming administrative tasks by utilising digital 
technologies	to	improve	operational	and	cost	efficiency	for	
your organisation, as well as quality of life for those in your 
care.

4. Train your employees. Ensure your employees have the 
customer service skills and behaviours they need to deliver 
quality	care,	not	just	speed	and	efficiency..	Ensure	they	
have access to online resources to upskill and for refresher 
training. 

HOW TO DELIVER A GREAT  
CARE EXPERIENCE

WHAT DOES BEST-IN-CLASS CARE LOOK 
LIKE AND HOW CAN WE ACHIEVE IT?

Continued on page 86
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The	benefits	of	going	digital	
Taking	advantage	of	the	efficiencies	and	benefits	delivered	
by	a	digital	system	can	boost	the	effectiveness	of	your	care	
experience	and	ensure	everyone	in	your	organisation	benefits.	
Your care recipients get more choice and responsive care 
delivery with improved care outcomes. Their family members 
and	friends	feel	involved	and	kept	up-to-date.	Your	staff	get	
the information they need when they need it making them 
feel	more	satisfied	and	empowered.	And	your	board	and	
management get reassurance from improved oversight and 
control. 

Creating a great care experience takes thorough planning and 
organisation-wide commitment, but the outcome is worth the 
effort.	

John Perkins is CEO, Checked In Care. 
For more information visit www.checkedincare.com.au

Improving both your customer experience (cx) and employee 
experience (ex) will help create your ideal care experience 
(care x).

Continued from page 85
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THE LATEST AIR TREATMENT 
TECHNOLOGY WILL SAVE LIVES

IN A PANDEMIC,  
THERE IS NO TIME  
TO LOSE

I f there is one thing the pandemic has taught us, it’s that 
we cannot keep referring to old procedures, data and 
technology, and expect them to be what is required to 
keep us safe today. 

Recent research along with more than two years of living with 
fear of sickness or worst-case scenario, death, has forced 
us to reach for fresh solutions based on the most innovative 
technological updates. 

In April 2021, the World Health Organisation updated their 
guidelines to acknowledge that transmission of COVID-19 is 
airborne, whereas previously it was believed to be transferred 
by droplets. 

As	a	result,	ventilation	and	filtration	are	hot	topics	related	to	
COVID-19 and an area where there have been many advances, 
yet healthcare and aged care facilities still latch onto guidelines 
written over 20 years ago. 

High	Efficiency	Particulate	Air	(HEPA)	filters	were	once	and	still	
are the preferred version to remove viruses from the air, even 
with their downfalls such as trapping viruses as opposed to 
neutralising	them	and	expensive	filter	changes.	So,	why	do	we	
still follow outdated guidelines? 

The wheels of change move slowly, it takes time and money 
to review and rewrite procedures and sometimes unless an 
adverse event occurs, it gets put on the backburner as there 
isn’t enough people power for the task. 

But the pandemic is an adverse event and now is the time to 
act and save lives. 

Newer technologies have advanced since the beginning of 
the COVID-19 outbreak solely to tackle this problem and 
those facilities that research and embrace these will be at the 
forefront of providing the best care and outcomes for those 
under their protection. 

Studies have shown that air samples, on average, are up to 
eight times more contaminated than surfaces. We also know 

that people are the major source of infectious contamination 
and disease transmission so therefore it’s important to have 
source control management at room level. 

A peer reviewed study conducted on ceiling mounted UV-C 
systems, such as UV Angel Air, resulted in overall airborne 
fungus and bacteria reductions of 78 per cent and 62 per cent 
respectively—and the science tells us that reducing pathogens 
from the air can lower surface contamination. 

UV	Angel	Air	is	an	example	of	a	recent	advance	in	air	filtration.	
It is an unobtrusive environmental treatment system that uses 
contained ultraviolet light to treat the air automatically and 
continually. Air is quietly drawn into a sealed chamber where it 
is treated with high-intensity UV-C light to inactivate bacteria, 
fungus and viruses in the air. UV Angel test results showed 
elimination rates up to 99.99 per cent, and an advantage of 
the	in-ceiling	unit	is	that	it	maintains	the	valuable	floor	space	in	
resident	and	staff	areas.	

COVID-19 has come, and it will subside but air treatment 
systems such as UV Angel are designed for not just this 
outbreak but also to neutralise other bacteria, fungus and 
viruses including gram-negative pathogens, gram-positive 
pathogens and fungal pathogen surrogates. 

We have the technology now to help Australians stay safe. The 
agencies who write the guidelines that our healthcare, aged 
care and education facilities follow should listen to the work of 
scientists around the world, and start incorporating the latest 
innovation and technology into their recommendations.

In the meantime, it is incumbent upon providers to do all they 
can, to protect our most vulnerable older Australians.

Carmen Klanberck is Marketing Manager, HPA.
For more information please visit www.hpaust.com

People are the main source of transmission, so in-room 
source-level control is the key to healthier environments.

http://www.hpaust.com
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HOSPITALITY AND LIFESTYLE 
AWARD WINNERS PUT 

SPOTLIGHT ON UNSUNG HEROES

A head chef, food service assistant, 
hospitality manager and diversional 
therapist team leader have one amazing 
thing in common—they’re all national 

winners in the 2021 Hospitality & Lifestyle Aged Care 
Awards. 

Run by SoupedUp, the unique program was 
designed	specifically	for	hospitality	and	lifestyle	
staff—recognising	and	rewarding	outstanding	team	
members across catering, cleaning, laundry, and 
lifestyle services within aged care homes. 

The inaugural winners are based in New South 
Wales, Queensland and Victoria from organisations Crowley 
Care, Uniting Hawkesbury Richmond and Springwood, Arcare 
Aged Care Parkwood, BlueCross Hansworth, and Bolton 
Clarke. 

“It’s fantastic to share some good news in aged care,  
amidst the on-going challenges of COVID-19. The HLAC 
Awards are a timely reminder of the hard-working and caring 
professionals that continue to deliver quality, despite the 
circumstances,” said SoupedUp Founder and CEO, Belinda 
Adams. 

“We are extremely proud to award and acknowledge the roles 
and	professions	that	often	fly	under	the	radar;	those	that	keep	
aged care homes running behind the scenes.

“These recipients are just a snippet of the empathetic, 
passionate, caring people who go the extra mile for their 
residents in aged care.  

“We’re delighted to be able to give back to these individuals 
and sites, and highlight their exceptional work despite the 
challenges thrown their way.” 

National winners were nominated by colleagues, family and 
friends, and each one has demonstrated they go above and 
beyond their standard duties.

“It’s been humbling to see via the submissions the number 
of empathetic, passionate, caring people across the country. 
Through the HLAC Awards, we get an opportunity to spread 
the word that every minute, every day, people are doing little 
things that count!” Belinda concluded. 

Catering Innovation through COVID-19 Award: Crowley 
Care, NSW. When COVID-19 restrictions set in, the team had 
to close their popular on-site café Barneys, and instead started 
up	a	coffee	van.	

Outstanding Event/Theme Days Award: Uniting 
Hawkesbury Richmond, NSW. When a resident mentioned 
she received a ribbon at the Hawkesbury Show, ‘The Great 
Hawkesbury	Scone	Bake	Off’	event	was	born.	

Chef/Cook of the Year Award: Rudy Manu, Arcare Aged 
Care Parkwood, QLD. Rudy is passionate about providing 
five-star	quality	food	and	runs	monthly	food	focus	meetings	
with residents and family members.

Food Service Assistant of the Year Award: Donya Hajj, 
BlueCross Hansworth, VIC. For Donya, Bluecross is not a 
job, it’s her second home, and she makes it a priority to build 
relationships with the residents.

Hospitality Manager of the Year Award: Lindsey O’Grady, 
Uniting Springwood/ Uniting Hawkesbury Richmond,  
NSW. Lindsey is an approachable, friendly leader who goes  
out of his way to improve the quality of food and involve 
residents.

Lifestyle/Activities Individual of the Year Award: Gwen 
Bonney, Bolton Clarke, QLD. Gwen has been instrumental in 
implementing innovative ideas that support resident wellbeing 
and connection.

Alycia Johnson is Marketing & Communications Manager, 
SoupedUp.
For more information visit soupedup.com/hlac2021

https://www.soupedup.com
https://www.soupedup.com/hlac2021/
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F or aged care providers, moving their document 
management system to the cloud has become a critical 
need. The Aged	Care	Royal	Commission’s	final	report 
stated that aged care systems would “need to operate 

in	a	technology-enabled	environment	for	efficient	clinical,	
business and operational systems.” 

And that is exactly what cloud document management 
enables. 

While this may sound lofty and complicated, cloud document 
management systems are designed to be secure and simple 
to access—so your support workers, home care workers, 
administration	staff	and	volunteers	can	easily	access	important	
documents and records wherever they’re working and on any 
device. 

Bremmar, a Perth IT consultancy that specialises in agedcare, 
recommends SharePoint as a cloud document management 
system. SharePoint is part of the Microsoft 365 platform and 
integrates seamlessly with other familiar Microsoft apps, such 
as Word and Teams. It also allows you to create automations 
between your documents and apps, such as sending 
notifications	to	Outlook.

SharePoint shines as a document repository or intranet, giving 
everyone centralised access to key corporate information. 
Documents can be easily shared via hyperlinks, and team 
members	can	collaborate	in	real-time	as	well	as	access	file	
version history. Security isn’t compromised, with permissions 
able to be designated to individuals, departments or groups 
and expiration dates able to be set for external sharing.  

“Not only can cloud document management make it easier 
for your team to access information and collaborate from 
anywhere, but it can also enable document control and 
quality assurance,” says Brenton Harris, Bremmar’s Managing 
Director.

“Ultimately, this gives care workers more time to focus on 
providing consistent, high-quality care.”

While	the	benefits	of	moving	to	the	cloud	are	promising,	you	
might be wondering how to make it work for your organisation. 
That	was	precisely	the	dilemma	that	Southcare,	a	not-for-profit	
aged care service and community services provider, were 
experiencing. 

“Southcare’s	135	staff	were	facing	a	number	of	challenges.	
From	difficulty	accessing	files	remotely	to	navigating	multi-step	
processes, many found themselves with less time to care for 
their clients and a whole lot of frustration,” explains Brenton.

Louse Fry, Southcare’s Project Manager, says, “Making sure 
people have access to policies and procedures is crucial, but 
we	have	roughly	400	documents	and	finding	the	right	one	was	
often	very	difficult	and	time-consuming.”

MORE TIME TO FOCUS ON  
CARE WHEN EVERYTHING’S  

IN THE CLOUD
SOUTHCARE’S STAFF CAN NOW ACCESS 

KEY INFORMATION WITH ONE CLICK

Enda, Louise and Arif from Southcare are delighted with the 
new cloud document management system. 

Continued on page 93
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Together, Bremmar and Southcare developed a strategic 
roadmap to move Southcare to the Microsoft 365 platform. 
They set up a centralised cloud information repository, using 
Microsoft’s 365 SharePoint platform, and migrated their 
documents to the cloud.

“Whether	our	staff	are	providing	services	in	seniors’	homes,	
working	in	the	office	environment	or	working	from	home,	we	
wanted them to be one click away from a centralised intranet 
that has everything they need,” explains Enda, Southcare’s 
Chief	Financial	Officer.	

Southcare’s	staff	are	now	benefiting	from	easy	access	to	
policies, procedures, forms and training —whether they are 
working	in	the	office	or	providing	in-home	care.	

Beyond	the	improved	efficiency	and	greater	collaboration,	the	
best part for Southcare is being able to manage the solution 
themselves. 

“Bremmar encouraged us to have internal champions to 
take control of the project and that really aligned with our 
methodology and how we saw ourselves managing projects 
going forward,” says Louise. 

Bremmar also worked collaboratively with Arif Abdul Mushir, 
Southcare’s	Administration	Officer,	to	empower	him	to	own	the	
solution as the project neared completion. 

“The Bremmar team was very knowledgeable and extremely 
transparent in providing advice. They’re the kind of people who 
are happy to teach. I’m a very hands-on person so this was 
really helpful,” Arif said.

Bremmar knows one of the most critical factors for a 
successful migration is change management. 

“We know that you have to bring people along on the journey 
to make transformational change around IT projects. To do 
that, it’s important to train internal champions, and create 
simple how-to guides and procedures to follow. And of course, 
provide on-hand support every step of the way.”

Brenton Harris is Managing Director, Bremmar Consulting.
For more information visit www.bremmar.com.au/
sharepoint-care 
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7 February 2022 Nominations Open

20 May 2022 Nominations Close

27 May 2022 Judging Completed 

6 June 2022 Awards Finalists Announced  

7 August 2022 Online Awards Presentation as 
part of Aged Care Employee Day 

IMPORTANT DATES
The LASA Excellence in Age Services Awards promotes 
and recognises excellence within the age services industry. 
It is for those individuals, teams and organisations that 
consistently demonstrate outstanding contributions to the 
industry and continuously go above and beyond in the service 
of older Australians. This year the awards presentation will be 
presented in conjunction with Aged Care Employee day. 
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T hree years ago, registered nurses Carole Bain and Julie 
Arnould left their positions in community aged care, 
and	decided	to	fulfil	a	need	they	identified,	but	couldn’t	
meet in their previous roles.

Launching their Perth Care + Companion Company in June 
2019 after a short course in small business, they began as a 
team	of	two,	and	have	quickly	grown	to	120	staff	caring	for	
over 1,000 clients.

With clear vision and purpose, they have chosen not to register 
as an approved aged care provider. They are not in competition 
with anyone, do not provide home care packages, and do not 
seek Government funding.

“Our aim is to bridge the gap and provide services that other 
organisations sometimes struggle to meet because of the 
restrictions inherent in their model of care, which drives them 
to	focus	on	efficiencies	and	prioritise	Government-funded	
initiatives,” said Julie. 

Care + Companion specialise in providing 24-hour live-in care, 
overnight care including night shift and sleep over care, and 
long-day care services.

Their clients live in the community as well as in residential aged 
care homes, and Care + Companion are often engaged to 
provide overnight or long-day respite in care facilities.

What	they	are	not,	is	a	staffing	agency.	Rather,	they	are	a	
dedicated team of highly skilled, trained and compassionate 
people who are willing to go the extra mile to provide care and 
support to older people who request or require it, in a client-
centred relationship-based model of quality care.

They target mature workers (most team members are aged 
over	50),	which	they	find	is	well	received.	Clients	and	carers	
are matched as closely as possible, and each client-carer 
relationship remains as consistent as possible.

“When	a	staff	member	becomes	a	consistent	part	of	a	client’s	
life, they build relationship, and the carer is able to be more 
responsive to the client’s needs and more agile,” said Carole.

“They know when the fridge was last cleaned, they know their 
client loves the beach or enjoys chatting over a cuppa.

“They know if the client is feeling well, then it’s time for an 
outing, or if they are feeling unwell, they know how to engage 
with them to ensure they are comfortable.”

The other part of being agile, is having the freedom to say yes.

While they haven’t thrown out the rule book completely, and do 
adhere to a set of caring guidelines, it’s fair to say Carole and 
Julie have relaxed things a lot—all in the interest of quality care.

“If it’s safe, and it doesn’t break any laws, we’ll do it,” said 
Julie.

“Our	newer	staff	members	will	ask	if	they	can	dust	the	
ornaments or use bleach, and are surprised when we say yes, 
because some providers won’t allow that. 

“We had someone ask us if we could move the dining chairs to 
mop underneath the table, because their provider wouldn’t do 
that, we said yes.

“We have someone in our care who is both deaf and mute, so 
we	sourced	one	of	our	staff	members	who	knows	AUSLAN,	to	
be their regular carer.

AWARD-WINNING NEW  
MODEL OF CARE 

PERTH START-UP REVEALS UNMET NEED 
FOR TAILORED AGED CARE SERVICES

Perth Care + Companion Company Co-founders Julie Arnould 
and Carole Bain.

Continued on page 96
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“We have registered nurses providing clinical care while other 
carers take clients to their chemotherapy appointments, or to 
the pub on Fridays.”

They are still small enough to know each of their team 
members personally, which helps them to remain agile and 
responsive.

“We have four team members on call 24/7, and because we 
know the skillsets and interests of the people in our team, we 
can easily respond to requests,” says Carole.

“If we get a request for a carer to travel with a client on a 
holiday, we know if we can deliver. 

“What we aim to do is provide excellent service, which means 
if we cannot meet a need, we are upfront about that.

“The most important thing is clear communication, particularly 
when changes happen, it’s important to communicate with the 
client.”

Care + Companion employs a full-time administration 
assistant whose primary focus is speaking with clients and 

communicating information to them, particularly if their regular 
carer is not available.

Aside from that, Carole and Julie want to keep the business 
very lean, and use electronic systems for all key business 
operations, including rostering. They also have a client app 
so clients can check availability of appointments and make 
requests.

“Keeping the business lean means we can free ourselves to 
focus on providing quality care,” said Julie.

“The success of our business has really been a surprise, but 
it’s highlighted the need for one-to-one care for older people, 
without a lot of the restrictions.”

Linda Baraciolli is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.
For more information visit www.perthccc.com.au
Perth Care + Companion Company was a WA finalist in the 
2022 Telstra Best of Business Awards, Championing Health 
category. 

Proudly supported by:
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F or	the	first	time	in	NoosaCare’s	proud	history,	the	not-
for-profit	provider	on	Queensland’s	Sunshine	Coast	
found	it	was	unable	to	fill	shifts.

Not just a product of COVID-19, but also the result 
of people seeking better pay rates in other industries, the 
workforce crisis meant NoosaCare had to innovate to be able 
to	continue	to	offer	their	residents	the	same	level	of	quality	
care.

Fortunately, Megan D’Elton says thinking outside the box is 
something they do best.

“We realised that COVID-19 is something we have to live 
with for a very long time, and coupled with that, workforce 
challenges are not going to be resolved anytime soon,” said 
Megan.

“We understood surge workforce was not 
easily accessible, and we were struggling to 
find	employees	to	fill	our	base	roster.

“We came up with an idea and implemented 
it within about three weeks, and the results 
speak for themselves, it’s a win-win for 
everyone.”

At NoosaCare, families have always been 
integrated into the model of care, so the idea 
to formalise that arrangement through the 
Families Assisting with Care Program was a 
natural progression.

It began with asking residents’ families to 
complete an expression of interest, indicating 
whether they would like to assist with providing 
care and domestic duties for their loved one, 
and to indicate whether they would like to 
assist other residents as well.

NoosaCare received an incredible response, 
with over 45 families indicating their desire to 
help across their two sites at Carramar and 
Kabara, which support 261 residents. 

During the Omicron outbreak earlier this year, the new 
volunteer team members were onboarded with infection 
prevention	and	control	training;	donning	and	doffing	Personal	
Protective Equipment; and training in manual handling support. 

The	assistance	from	trained	volunteers	meant	staff	could	
dedicate themselves to providing high-level skilled support, 
particularly in the area of clinical care.

Beyond the outbreak, volunteer family members are continuing 
to assist with domestic duties and feeding their loved one, 
helping them with personal care, and providing emotional 
support. Where a greater level of care is required, such as with 
hoists	or	toileting,	staff	members	step	in.

Volunteers also, depending upon their wishes, take other 
residents for walks in the gardens, take hot box trolleys back to 

FAMILIES PITCH IN AT 
NOOSACARE

AN INNOVATIVE SOLUTION TO THE 
WORKFORCE SHORTAGE

Continued on page 98

NoosaCare is proud of its tradition of family engagement. Pictured at NoosaCare’s 
Dementia Living Community are Patricia Payten with her son David and daughter-
in-law Jo, who help out when they can.
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the kitchen, put laundry away, and clean and sweep communal 
areas.

“At NoosaCare, we’ve always encouraged families to 
participate in the day-to-day life of their loved ones, and having 
volunteers	help	with	domestic	duties	means	our	qualified	staff	
can focus on their important roles; it’s proved really valuable for 
residents,	families	and	staff,”	said	Megan.

“With the workforce challenges we face today as an industry, 
this model of volunteer support could be part of the bigger 
picture solution.

“But we also need to value workers a lot more than we do. The 
level	of	pay	for	aged	care	staff	must	be	commensurate	with	the	
work they do, and the valuable contribution they make to older 
people, their families, and our wider community.

“It’s time aged care workers stop being viewed as the 
bridesmaid.”

For now, it’s the family members who truly understand the love 
and	care	that	staff	give	to	their	loved	ones.

“We get so many messages of thanks and support from our 
residents’ families,” said Megan.

“We even have a resident’s daughter, who is a Registered 
Nurse living in New South Wales, who says she wants to join 
us because she is so appreciative of the care we provide to her 
mum, and wants to give back.

“Although the start of 2022 has been challenging for all of us, 
I am very proud of our team and how, with the support of our 
community, we have worked hard to mitigate issues associated 
with an outbreak. The resilience shown by everyone has 
demonstrated how genuinely strong we are together. 

“We’re so grateful for the NoosaCare community, and we’re 
really proud of everyone who has pitched in to lend their 
support.”

Linda Baraciolli is Communications Advisor and Fusion 
Editor, Leading Age Services Australia.
For more information visit noosacare.com.au 

Continued from page 97

Employment Relations advice:
 Interpretation of awards and enterprise agreements
 Interpretation of employment related legislation
 COVID-related employment entitlements
 Vaccination
 Union correspondence
 Wages, allowances and leave entitlements
 Attendance and absenteeism
 Managing disciplinary issues
 Managing staff performance
 Handling bullying complaints and other grievances
 Termination of employment
 Employment contracts
 Restructures

ER Membership Services:
 Employment Relations Update emails
 Sector Award wage tables
 ER updates at LASA group meetings
 Workplace Relations Advisory Group

Fee-for-service consulting for more comprehensive support:
 Tribunal representation
 Wage reviews
 Enterprise bargaining
 Roster review
 Review of policies and contract templates
 Assistance with restructures
 Online (live) training

LASA 
EMPLOYMENT 
RELATIONS

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

noosacare.com.au
www.lasa.asn.au
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I n March 2022, Homestyle Aged Care opened the doors to 
its new home Sunset Views Manor, located in Melbourne’s 
booming outer western suburbs in Tarneit. This adds to 
Homestyle’s portfolio of 11 homes located in metropolitan 

Melbourne and the Geelong-Surf Coast region—and its quality 
care	offerings.	

Sunset Views Manor features an innovative small house design, 
with 15 to 18 residents living in self-contained but connected 
homes. This includes one home exclusively for people living 
with	dementia.	The	staffing	model	supports	the	design,	with	
dedicated	staff	in	each	home,	allowing	staff	and	residents	to	
form strong relationships.

Sunset	Views	Manor	is	Homestyle’s	second	home	to	offer	an	
award-winning rehabilitation program, provided by Concentric 
Healthcare Services, with a specially designed on-site 
gym. The concept has been successfully pioneered at our 
Rowville Manor home, which opened in early 2020. 

Concentric’s rehabilitation packages are tailored to each 
individual resident to achieve outcomes such as increased 
social participation, increased strength, mobility and balance, 
and most importantly the program is proven to decrease 
functional decline. Our Rehabilitation Centres provide leading 
physiotherapy and allied health solutions with expertise and 
first	class	care	to	each	of	our	participating	residents.

At our Rowville Manor home, 84-year-old resident Pat used 
to sit in her room all day and knit and wouldn’t engage with 
anyone or anything. Pat lives with dementia and was set in  
her routine, choosing not to join in any programs because 
of the sensory overload. With great care, Pat began her 
rehabilitation program with gentle walks and exercises in her 
room. Slowly over time she was integrated into the group 
exercise program.

Within two 
months Pat 
was not only 
lifting two 
kilogram weights, riding a bike and walking the treadmill, she 
also took up totem tennis. This rekindled her enjoyment and 
happy memories of playing and watching tennis. Nowadays 
Pat can be seen knitting on a swisse ball bouncing up and 
down. She has a new lease of life, even recently taking up 
Pilates.

Homestyle’s philosophy of holistic care maximises 
independence by building on individuals’ strengths and 
capabilities. The Rehabilitation Centre at Sunset Views Manor 
will	be	open	to	the	public	and	will	be	offered	as	an	additional	
service to residents of the home, with a choice of Standard and 
Premium wellness packages available.  

Homestyle CEO Tim Humphries says, “We aim to challenge the 
notion of inevitable physical decline in the elderly. To quote.

“We understand the importance of a person’s past, their 
present experience and their future hopes. 

“We believe our new home in Tarneit is not only innovative in 
the age services industry, but it’s programs support stronger 
seniors,	and	the	benefits	of	this	will	be	proven	in	our	residents’	
function, balance, mobility, strength and cognition, which in 
turn will support their social engagement in the community.

“We look forward to welcoming more Concentric fully serviced 
gyms into our other homes in the coming years.”

Mark Saunderson is Group Client Services Manager, 
Homestyle Aged Care.
For more information visit www.homestyleagedcare.com.
au/our-homes/sunset-views-manor

INNOVATIVE REHABILITATION 
PROGRAM IMPROVES RESIDENT 

HEALTH AND WELLBEING
IN-HOUSE GYM FEATURES 
IN NEW HOMESTYLE AGED 
CARE HOME

84-year-old Pat has gained a new zeal for life 
through Homestyle’s rehabilitation program. 

http://www.homestyleagedcare.com.au/our-homes/sunset-views-manor
http://www.homestyleagedcare.com.au/our-homes/sunset-views-manor
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Industry icon evolves and enters a new era as NeRA Cloud, with features that greatly 
improve the resident agreement process
NeRA Cloud is the next evolution of resident agreement software, 
offering	providers	sophisticated	features	in	a	more	connected,	
productive and secure environment.
Introduced in 2006, NeRA software set the industry benchmark by 
transforming the resident agreement generation process. NeRA still 
plays a pivotal in helping hundreds of providers produce compliant 
legal agreements successfully.

The move to cloud technology marks the start of a new era. Providers 
can access data securely from anywhere, using either a smart device 
or computer. Combined with advanced functions powered by cloud 
technology, NeRA Cloud will have a positive impact on workplace 
efficiency,	outcomes	for	residents	and	the	provider’s	bottom	line.
To look at how you can keep your aged service moving forward using 
NeRA Cloud, visit www.e-tools.com.au or contact e-Tools Software to 
schedule a free online demonstration on 03 9573-3277.

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

FRESH IDEAS

www.edeninoznz.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 

Innovative technology keeping minds 
active
The BrainTrainerPlusTM (BTP) is an unrivalled resource keeping aging 
minds active.

Over 250 hospitals, rehabilitation centres and aged care sites in Australia 
have discovered, invested in and reaped the benefits of the BTP.

The BTP’s algorithmic software that operates the games ensures the 
questions are uniquely tailored to each players’ level. The success 
of BTP is every player being challenged in a controlled method, 
contributing immediately to the player’s sense of achievement and 
happiness.

The BTP’s multitude 
of games offer candid 
stimulation of players’ 
memory while encouraging 
eye-hand coordination. 
Quizzes have proven to 
boost self-efficacy and our 
puzzles offer an enjoyable 
playful interlude.

The covid pandemic has 
emphasised the necessity for in-house entertainment and resources 
for aged care residents. BrainTrainerPlus is proud to have contributed 
to the wellbeing in aged care settings by providing 1:1 activities 
during these trying times.

Contact us at info@braintrainerplus.com.au for a free trial at 
your facility.
www.btplus.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
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Photon Technology, An Innovation That Brings Us Closer to Zero Viral Transmission
The global pandemic has increased the need for high-touch cleaning, 
yet despite the advances in medical technology, 1 in 10 patients still 
acquired an infection while receiving care, according to the World 
Health Organisation.

Vaccination has also become an ‘important tool to stop the 
pandemic’, but vaccine efficacy diminishes rapidly within 10-12 
weeks according to international clinical studies.

MUVi and Duplex Healthcare Founder, Murray McDonald, stated that 
‘there is a big need for alternative technology’.

Australian made and owned, MUVi ViRaTon, is the first of its kind 
available locally. It provides a continuous, “no-touch disinfection” in 
populated indoor spaces, by emitting trillions of photon electrons onto 
surfaces and into air. 

These hypercharged photo-electrons will deactivate positively 
charged spike proteins of the viruses. Operating at the speed of light, 
MUVi ViRaTon will prevent any kind of viruses from binding to ACE2 
receptors, which then stopping them from infecting the cells of our 
airways. 

MUVi ViRaTon efficacy has been tested on different types of positive-
stranded RNA viruses. Many independent laboratories around 
the world have confirmed a 94.9-99.9% virucidal efficacy within 
10-15minutes. It does this without the use of toxic substances and 
without interfering with life forms so that it can be safely operated 
around people.

Visit www.duplexcleaning.com.au

One solution to optimise your entire care delivery organisation 
With the right industry-specific software, NDIS and HCP providers can simplify 
their care management and give care recipients the support they need to live the 
life they choose.

Lumary’s end-to-end healthcare platform is purpose-built for disability and 
aged care providers – from smaller to enterprise-level. Designed and developed 
by top industry experts and engineers, the software integrates with specialist 
applications to create a single cloud-based solution that allows providers to 
manage their entire organisation and workforce all in one place. 

Reimagine the way your business operates and delivers care.

To learn more about how the right software solution can transform your 
disability or aged care organisation, head to www.lumary.com 

Say Thanks to Hospitality & Lifestyle Aged Care (HLAC) Heroes in Unique Industry Awards
Australian aged care sites are being encouraged to nominate colleagues to receive an award in the 2021 Hospitality & Lifestyle 
Aged Care (HLAC) Awards.
HLAC Awards recognises and rewards outstanding team members 
across catering, cleaning, laundry, and lifestyle services within aged 
care homes.

The program, run by SoupedUp, is an opportunity to say thanks to 
the hard-working and caring people in the aged care sector who have 
gone above and beyond during the past challenging year.

Nominations are open until Friday August 13, 2021 for the following 
award categories:

•		Excellence	in	Catering	Service

•		Catering	Innovation	through	COVID-19

•		Hospitality	Manager	of	the	Year

•		Chef/Cook	of	the	Year

•		Food	Service	Assistant	of	the	Year

•		Cleaner	of	the	Year

•		Laundry	Services	Individual		of	the	Year

•		Lifestyle/Activities	Individual	of	the	Year

•		Outstanding	Event/Theme	Day

SoupedUp CEO, Belinda Adams, said the HLAC Awards provides a 
platform to reward worthy individuals and sites who clearly go the 
extra mile for their residents.

“We are extremel y proud to acknowledge and give back to those 
professionals who have shown dedication and commitment to 
improving the quality of resident care, not only during COVID-19, but 
every day” Adams said.

The HLAC Awards was developed to honour the efforts and 
commitment of staff whose tireless work often goes unnoticed.

Nominations for each award are assessed and state winners are 
notified. The state winners from each category will progress to the 
national awards whereby a panel of independent judges select each 
category winner. The national winners from each award category will 
be announced at the Hospitality & Lifestyle Aged Care Awards Gala 
Dinner on Friday October 29, 2021.

“This night will be an amazing opportunity for everyone to show 
their support and dedication to improving the quality of catering, 
cleaning, laundry and lifestyle services within aged care sites!” Adams 
concluded.

To nominate for a HLAC Award, visit: https://www.soupedup.
com/hlac2021/
About SoupedUp Solutions:  
SoupedUp makes world-class aged care catering a reality by providing 
innovative software solutions to the industry. SoupedUp’s software, 
along with our vast network of suppliers and affiliations, empowers 
aged care providers to create a better experience for their residents.

https://www.soupedup.com/hlac2021
https://www.soupedup.com/hlac2021

