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Customer Service Weeks at Residential & Community Services

It did not matter whether they were called “WEEKS’ or ‘MONTH’. What
matters was both events were designed to highlight the importance of great
customer experiences to the success of our services, to reinforce a customer-
focused culture as well as to recognise and appreciate staff for the role they
play in delivering great customer experiences. As a picture paints a thousand
words, here are some not-to-be-missed snapshots...

e

Bernard Chan Nursing Home celebrated a very Special Afternoon Tea during
the Customer Service Weeks. A BIG thank you to our wonderful team of
residential aged care staff who prepared the yummy and mouth-watering
food items. In fact they also designed some smiling exercises to practise for
fun with residents and visitors — time to move our limbs as well as the ‘smiling
muscles’ on our faces.

“Thank you very much
for the wonderful day,

| enjoyed the afternoon
tea with delightful food
made by the staff
especially for us.

We feel special....”

- Resident of Bernard Chan

Nursing Home

Support ANHF’s North Shore Nursing Home Petition Campaign
ANHF is launching a petition campaign to gather support for our North Shore
nursing home in Gordon, NSW and we need your vital support. Please support
our initiative to build the north shore’s first culturally specific, residential aged
care home in Gordon.

To show your support, please download the Petition Form from our website
www.anhf.org.au and ask your family, friends and community network to
sign. Every signature is very important to us. To know more about the nursing
home project contact us on: (02) 8741 0218 or email: gordon@anhf.org.au
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Customer Service Weeks at Residential & Community Services

Karaoke Competition

Guess what? This resident won the
award in the singing contest. Indeed a
| lot more than just singing --- look at

{1 my gestures...

Love having a cup of tea with my family member...
| love having a cup of tea with so many smiling, friendly faces around.

We had a series of events that
brought fun for everyone during our
Customer Service Weeks at Chow
Cho Poon Nursing Home.

One event that proved to be a highlight
was to engage all the staff with a
Penguin Dance (a 2-minute shortened
version) each morning in front of the
residents to convey the important mes-
sage of 'smile'. This was warmly received
by all the residents. They participated by
clapping their hands to the beat of the
dance. This dance was chosen because it
was cute, happy and the steps were
easy to follow.

Hey! Where do these penguin beauties come
from? They speak our language, move their limbs
as we do, they even know how to SMILE at us!
Answer: Our Lifestyle Coordinator and Recreation
Activity Officer disgquised in costume doing the

penguin dance!
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Delegates from Singapore Ministry of Health visited Lucy
Chieng Aged Care Centre during Customer Service Week

share the fun and
enjoy the specially
prepared morning
tea for everyone.

Hurstville Respite Day Care Centre

With ‘SMILE’ being the theme, cutting smiley faces to decorate the
centre during Customer Service Month was one of the best activities
to fill our centres with welcoming smiles.
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Morning Tea at Lucy Chieng Aged
Care Centre

Let’s ‘drink’ to our health and
well-being! And it’s Smiles all around,
1 our residents show off their hand
crafted happy smiling faces.

Left: Do we look smart in taking a ‘cultured’
photo in a ‘cultured’ corner? --- our staff,
residents, family members and volunteers had
morning tea in the library.

Those who are young at heart
would be thrilled with the
excitement of the tailored-
made games for our residents
at Lucy Chieng Gardens. You
can tell from the broad smiles
of our Easter beauty (a resi-
dent) that the Easter egg hunt
was a huge success.

Our LCG residents divided into
4 groups, and were young at

The service nature of Home Care Services does not
often have joint programs. One clever way to
engage our clients was to give smiley face stickers to
our clients for use on the specially designed
Customer Service Happy Service Month sticker sheet
that our home care workers took with them to work.

heart again as they searched each and every corner
of the activity room and the library to gather
hidden colourful Easter eggs. A long-lost child play
re-lived and a bit of exercise enjoyed to the fullest
of their hearts.

Ah vyes, don’t forget our unsung hero—the
photographer — Joseph from room 34. Thank you!

If clients were happy with the service on that day,
they would stick a smiley face sticker on the sheet.
The idea was not to compete for the highest number
of smiley stickers (as our home care workers have
different shifts and work hours) but the idea of
mutual appreciation between staff and service users.
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Seniors Week in April 2016

Our combined Day Care Centres

celebrated Seniors Week with an outing to
Chang Lai Yuan Chinese Gardens. The day
was greeted with much happiness and joy

by our clients and staff.
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ANHF 2ac Radio Sessions on Aged Care Services

In February this year ANHF rolled out a radio
aged care series (in Cantonese) at 2ac Chinese
Radio. Instead of having a 2ac staff to be the
presenter of the show, we had our own present-
ers from our Communications and Media Unit —
which  was established in July 2015.

m BAMNBEARS

Australian Chinese Radio

So far we have covered a wide range of topics:
aged care services in general, founding and
development history of ANHF and why we stand
out from other aged care service providers,
Commonwealth Home Support Program, home
care packages, ANHF Customer Engagement
Program, understanding dementia, day care,

community housing, residential aged care,
respite care, activities and support programs
(art therapy, horticultural therapy, physio
programs, recreational programs etc) in all ANHF
services... Stay tuned, with more to come.

Staff, volunteers and carers were invited to the
radio show to share with us their experiences
and insights into their work or their caring roles.
With their first-hand information and genuine
commitment in their different but crucial roles,
you will find the sessions are not just practical
but also touching --- not without a tear or two in
the recording studio as they recalled past events
that touched on the soft patches in their hearts.

\_

/Don't forget to mark on your calendar the broadcast times and dates:\
Wednesday 12 noon (repeat on Sunday 4:30 pm)

If you do not have a 2ac radio set, just
download tunein.com, then choose /
radio/2ac-Cantonese to listen with your
mobile phone.

/
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The Hon Craig Laundy MP, Federal
Member for Reid, Assistant Minister
for Multicultural Affairs had the
pleasure of visiting Bernard Chan
Nursing Home on 13 May 2016. We
shared afternoon tea with the Minister

. and presented him with a hand-crafted
gift made by our residents.

i;:...{g

Our annual Volunteers’ Appreciation Dinner was a
highly anticipated event attended by our Board mem-
bers, senior executives, staff and volunteers. This
year’s dinner was held on 13 May 2016 in recognition
and appreciation of the invaluable contributions our
volunteers provide to our seniors each day. To
acknowledge the contributions our volunteers make
to our services, our Chairman Ellen Louie and Board
member Mei Mei Tse presented Certificates of Appre-
ciation to over 60 volunteers who attended the night.

For those who want to Volunteer or to find out more
about volunteer opportunities, please contact (02)
9784 0848 or email: volunteers@anhf.org.au.

Customer Engagement Program
We had a positive launch of our Customer
Engagement Program since March with many
families and carers openly and willingly share
their service experiences with our Relationship
Engagement Officer. We received good feedback
about our outing arrangements, newspaper
services and the level of care we provide.

Some clients were keen to offer suggestions on
how we could improve our service user experi-
ence and our service delivery models as we
value that input. It is reassuring to know that the
families are feeling safe and secure in our homes
and that we are providing a sound and caring
service.

We are continuing our telephone
and face-to-face survey program
and your participating in the sur-
vey will help make an important
contribution in helping ANHF to
continually improve our quality service, and most
importantly to serve you better. To find out more
information, please call: (02) 8741 0218.
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We profile some new ANHF staff

Staff Profile:

Jocelino Jorge

Senior Manager, Business Support—
Community Care

Jocelino joined in April
2016 as Senior Manager,
Business Support with
ANHF Community Care.
Jocelino brings to ANHF
his enthusiasm and expe-
rience in fostering new
business and sponsorship opportunities for the
Community Care team.

In his previous roles, Jocelino has also been
involved in managing relationships with strate-
gic partnership organisations, marketing, pro-
motions and events management. We get to
know more about Jocelino and what energises
him and what are some of his strongest beliefs
in working for the not-for-profit sector.

When vyou’re working on a project, what
energizes you most and why?

Projects signifies change, and it signifies chal-
lenges/issues being addressed and the notion of
it becoming better. | think that when you have
new projects, you get to do something different
and learn about different topics and even learn
about yourself and your limits. Seeing the finish
line and completing the project is very satisfying
to me.

What would you say are some of your strong-
est beliefs in working for the not-for-profit
sector?

| remember what the organisation is trying to
achieve and why the organisation was estab-
lished in the first place. Obviously a not-for-
profit or charity is there for a reason and | think
what ANHF does makes a big positive impact
within the community.

Staff Profile:
Cherry Lee,

Anita Dai,
Office Assistant, ANHF

We welcomed Anita on
board our team at head
office and Anita is always
ready to assist you with
your telephone enquiries
and refer you to our ser-
vices if you are interested
are interested to join the
many services we provide.

Volunteer Assistant, ANHF

Cherry joined in February 2016 as Volunteer Assistant with ANHF Communi-
ty Care. Cherry has assisted in driving our volunteer recruitment and pro-
vided on-going support to our volunteers so they feel satisfied that they
are making an important contribution.

Wing Ruan
Administrative Assistant, Housing

Wing joined in May 2016
as Administrative Assis-
tant, Housing. She brings
to ANHF her passion with
working with seniors and
is motivated to strength-
en our quality services to
help our elders feel safe
and secure in their own
homes.
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ANHF Photo Album JE &1 £
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So Wai Lifestyle Activity Centre celebrates it’s 8th Birthday

A delightful Chinese Opera performance South West Sydney day care centre celebrates Seniors Week
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Three cheers for our morning tea Pet therapy is so relaxing
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Our client and carer enjoy a day in the park
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End of Financial Year Donation Appeal 2016

How You can Make a Difference by Donating to ANHF ....

Thank you! Your donation helps us to deliver vital services

and programs to over 1,000 service users each day.
~ We provide aged care We deliver and
%), services to over 160 provide 2,000+ hours
residents at our of Domestic
4 3nursing homes. Assistance and
" Your donation has Support (DASS).
purchased wheel- Your donation has
chairs, bed-lifters and ensured our elders
equipment to assist remain socially
our residents. engaged and active.
We provide aged y - %, We care for over 1,000
care housing £ 7" seniors each day. Your
services to over 120 : /] ! donation has provided
tenants at our 3 W 4 assistance to our daily
housing services. @' ' programs which
Your donation has SR promote wellbeing
allowed our tenants and proactive lifestyle
to stay in touch via activities.
our internet kiosk.

Stay Healthy—Flu Vaccine

If you're 65 years or older, getting a flu shot is
the best way to protect yourself and those
around you from flu. Get Your Flu Vaccine.
' Not the Flu. The flu benefit is a covered service
for Medicare—speak to your GP today.
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ANHF Head Office
60 Weldon St, Burwood NSW 2134

A N H l: Tel:(02) 8741 0218
. 3 = Fax: (02) 9747 1637
75‘5%%‘%?]’2%2 Email: info@anhf.org.au

Culturally Appropriate Aged Care Since 1980 www.anhf.org.au

SECTION 1: Personal Details

Please support ANHF to deliver quality and culturally competent aged care to our community.

AR R R R S R E RIS E R R &P U e SR o

Title fifiH O M4 O Mrs Xk O MsZ+ O Miss /JMH
Family Name # X,
First Name
Second Name
Home Address {3:1i

State / Territory Ji{ ‘ Post Code E[E & 5%
Phone Number E:E55HE () ‘ Mobile Number F-145%H5 ‘

SECTION 2: Donation Details

Donation of $2 and over is tax deductible.
FLIEEKTECEA T HIRR -

| would like to make a donation of $

Payment Type

[ Electronic Funds Transfer TO: Australian Nursing Home Foundation (BSB 082-201, Account Number 580-328-001)

[ Please debit this card [ Master Card O Visa [ Other:
Name on Card
Card No. : HEEEREREEE
Expiry Date /

[ Cheque In the amount of $ , payable to Australian Nursing Home Foundation

[ Money Order In the amount of $ , payable to Australian Nursing Home Foundation

O You can donate securely via our website: http://anhf.org.au/contact-us/donations

BEQUEST - Leave a Gift in your Will

By leaving a Gift to the ANHF in your Will, you are creating a lasting legacy that will help us continue
to create a thriving and vibrant environment that will enable our elders to age with dignity and grace.

Your Gift will be used over and over again to provide culturally appropriate, innovative, and quality
aged care services and programs to our elders. Your generosity underpins the many achievements of the
ANHEF since 1980.

If you wish to leave a Gift in your Will, you should seek appropriate legal advice. For more information,
you may wish to request further information by ticking the box below or refer to our Bequest Fact Sheet
on our website.
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