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We are privileged indeed to
have invited Mr. Eric
Waldburger, an international
hospitality veteran to deliver a
series of workshops with our
staff members from frontline to
the Senior Management. Eric
shared with us his invaluable
insights and experiences into
what authentic “hospitality” should Europe and Asia Pacific. His most
look like in any organisation and how a recent role was the President of Marco
culture of sound leadership and team  Polo Hotel Group in South East Asia.
work can help raise the benchmark of  He was the CEO and COO of Harbour
our customer service to our clients. Plaza Hotels and resorts in Asia Pacific
Region. Previously he was also the
General Manager of Mandarin
Oriental Hotels, the Peninsula Hotel

Eric has spent almost his entire career
in hospitality, with four decades of

senior management experience across
g p Hong Kong and the Ritz INSIDE THIS ISSUE
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TRAN NGUYEN

Care Service Employee
So Wai Vietnamese Group

Thanks to Eric for such an
eye-opening presentation
that reminded me of the
reasons why I am here, doing
what I am doing. Having
done the same job for a few
years, people seem to forget
or lose the initial passion.
Thank you for revitalising
my passion and recharging
my energy with your experi-
ences and stories. Hence I
can continue to do my very
best in serving and assisting
the frail and older people
with dementia to integrate
into the community and live
with dignity.

Staff shares what they have

GLENDA NG

Deputy Director of Nursing
Chow Cho-Poon Nursing Home

There are always new challenges at
every workplace and Eric’s forum
highlighted the benefits of taking
calculated risks and
learning from

mistakes as they

form the learning

process. He inspired £
us to lead with pas- »
sion and compassion
towards others so we
can inspire our team
and become perfect
leaders. Thanks Eric
for sharing the
inspiration with us.

learnt from Eric’s Visit
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JOCELINO JORGE

Senior Manager
Business Support

Eric Waldburger reminded
me that the best way to
engage in customer service is
to smile. He also reminded
me that the best way to give
the best customer service is
by finding out what the
customer’s expectations are
and meet them at the very
least. Exceeding those
expectations is providing
great customer service. As a
result of Eric’s visit, we, in
Community Care, have
established a working group
of managers and front line
staff, focusing on operational
matters within community
care. This allows the front-
line staff to gain better
insight into the day-to-day
operations of the department
as well as addressing issues
they may experience whilst
serving in the frontline.
Thank you Eric.
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DENISE TOUCHARD
General Manager
Community Care

Eric Waldburger inspired the senior
management team at ANHF
Community Care to focus more on
the customer experience. In 2016/17
we will be implementing a new 'Your
Experience of Service' survey with
our clients, a satisfaction survey with
our tenants, and we will be holding
meetings and focus groups for more
in-depth insights. We will incorpo-
rate feedback mechanisms into our
Home Care reassessment processes,
and we will start proactively contact-
ing Home Care clients on a regular
basis for ongoing feedback.

MAISY LAI

General Manager
Residential Care

Hospitality and the aged care indus-
try at first have no direct connections
with each other. However, they do
have one thing in common, that is to
serve people. Eric's presentations
used different approaches to show
staff engagement and leadership
examples. The message he delivered
was simple and precise. We should

PHOEBE LEUNG

Domestic Assistance/Social Support Service
Community Care

I have learnt from Eric to think out of
the box. Eric also inspired me to
focus on overcoming obstacles. We
knew his time
o e, was precious
‘ o ) and we were all
S s grateful for
.-+ sharing some
of his experi-
¢ enceswith us.
¢ - Thankyou
" Eric, hope to
see you again!

think out of the box and be brave to
have new ideas. Our work culture
needs to change in order to adapt to
the future consumer driven market.
To help our staff work with our
leaders and be on the same page, we
need constant consultation between
each other, and for staff to take
ownership in the organisation which
will increase their engagement and
make them feel valued.

HILDA FAN

Director of Nursing
Lucy Chieng Aged Care Centre

The staff engagement forum and
presentations by Eric Waldburger in
August inspired us to use the word
‘we/ our’ instead of ‘I/my’ when we
communicate with one another.
When I was editing my contribution
for the annual report, Eric’s inspiring
words flashed through my mind and
I then amended my use of the words
‘I/my’ to more inclusive words - ‘we/
our’ — since we are a team. We have a
common goal, so we can work to-
gether through teamwork to achieve
our goals. It is so appropriate to
change the way we communicate and
use those powerful yet simple words
in the workplace.




INTERVIEW WITH JAMES LIM senior Manager/Home Support

Q1: Australians are living longer and healthier lives and it is important for our home care
clients to have greater choice about their care. What are some of the innovative services or

approach your team provides?

James:

The Productivity Commission Inquiry Report
“Caring for older Australian” (2011) reported “Aged
Care system suffer key weaknesses. It is difficult to
navigate. Services are limited, as is consumer choice.
Quality is variable. Coverage of needs, pricing,
subsidies and user co contributions are inconsistent
or inequitable. Workforce shortages are exacerbated
by low wage and some workers have insufficient
skills”.

In keeping ANHF abreast and ahead of these
reforms and following the Aged Care Roadmap,
the Community Care team will be focusing on the
following areas:-

i) Consumers, their families and carers are engaged
proactively in preparing
their future care needs
and are empowered to do
so.

ii) The community is de-
mentia aware and de-
mentia care is integrated
as core business of home
care program, Common-
wealth Home Support

Program and Housing services

iii) Preparing ANHF Community Care teams as we
move into a single aged care and support system
(HCP will be deregulated in Feb 2017 and merging
with CHSP into one program by July 2018) where
our services will be market based and consumer
driven, with access based on assessed needs and
continue to be competitive among other providers.

iv) Ensure that ANHF Community Care program is
fiscally sustainable when the market determines
pricing, those who can contribute to their care do,
and government will act as “safety net” and contrib-
ute to those who can’t afford or when there is
insufficient market response.

v) Continue to grow our workforce that is adept at
adjusting care quality customer
services, and delivering personalised
care to meet the changing needs of
culturally diverse older Australians.

vi) ANHF will be guided within a
regulatory framework to deliver
greater consumer choice, quality and
innovation in care, be responsive to
needs and competitive with other
niche providers.

Q2: One of your key achievements is transforma-
tional change management. Can you share with us
some insights on how to motivate people and sup-
port them during changes in an organisation?

James:

Change is an inherent feature of any organisation. In
the context of Aged Care Reforms, it is envisaged
that the majority of service providers must undergo
change and transform at some point to remain
relevant or be a viable entity in the near future.
Service providers have to promote stability, routine,
predictability and bold leadership in the climate of
change and uncertainty. Managing successful
change requires a blend of business processes,
effective communication, planning and execution
with least disruption and difficulty.

From a leadership perspective, transformational
leaders often carries the following behaviours - act
courageously, generate authentic optimism, willing
to collaborate through empathy, operate from
principles, demonstrate resilience and radiate
passion for purpose.

Q3: Do you have any special hidden talents? Or
Where are you when you are the most happiest...

James:

I don’t proclaim to have any special talents or
person attributes. Leaving my home country alone
in my teenage years has allowed me to discover,
learn to be independent; make mistakes and learn
from my mistakes; take risks, experience bitter and
sweet moments; and grow and mature as an individ-
ual. I had the privilege or perhaps had been blessed
with the opportunity to meet a few special people at
different points in my life that inspired me. As a
person, I enjoy taking on new challenges, learn,
teach and share my knowledge and experience with
others as well as making a positive change or influ-
ence to create a better place / service for people who
are marginalised — people with disabilities, people
with mental health illness, the elderly and the
socially disadvantaged. There are many countless
moments, but one of my happiest moments is meet-
ing up with a former client - a person with a disabil-
ity and his aged carer after 15 years. They could still
remember me for making a significant change in a
service program and how it improved their quality
of life.




ANHEF held the popular August Moon Festival Seniors
Luncheon at Marigold Restaurant on 14 September 2016. Over
600 guests attended this annual event and the success was
attributed to the generosity of our patrons, sponsors and guest
performers. The seniors luncheon marks a special event in the
ANHEF calendar and for many of our service users from home care
and community services. It was a joyous occasion for our commu-
nity care service users as they shared a luncheon with their family
members, staff and friends.

At our residential care facilities, our residents and their families celebrated
the Moon Festival with our staff. They enjoyed festive food and mooncakes
together.
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ANHF participated in the popular
TVB Australia Carnival 2016
held at Burwood Park on Saturday, 3
September 2016. We held an
information booth and had a charity
sale of packets of Thai Royal
Umbrella Rice and coconut water
generously donated by our sponsor.
Our ANHF stall proved very popular
as we provided information about
our aged care services to the public
and we even raised over $1,000.00.
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Lock in your diary the Granny Smith
Festival which will be held on Satur-
day, 15 October 2016 at Eastwood.
ANHF will hold an information stall at
this popular festival with a day’s pro-
gram of activities, food and entertain-
ment. Since its inception in 1985, the
festival reached over 80,000 partici-
pants last year and has been well-
received by both locals and visitors
alike. We are always fortunate enough
to secure an excellent vantage spot for
the parade, so come along and drop us
a visit at the ANHF stall.

I

OLYMPIC
The following day, on a balmy CELEBRATION IN
Sunday, we held another stall at the
Cabramatta Moon Festival. This ggll\{/[l]ggRSING

was our 7th year at the festival. There
were enquiries for our home care
services and non-stop enquiries
about aged care, and some were
interested in working at ANHF and
volunteering with us. Visit our
website if you want to be involved
with ANHF or want more infor-
mation about our services.

www.anhf.org.au.
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A big thank you to our listeners for
tuning into the ‘Living Longer,
Living Better’ radio program at
2ac radio. We received an over-
whelming number of phone calls
from listeners with positive
comments about our lovely and
practical radio sessions at 2ac.

Remember to tune into 2ac Chinese
radio every Wednesday at 12noon
with your 2ac radio set, or listen with
your mobile device or download the
podcast on: http://tunein.com/
radio/2AC-Cantonese.

Broadcast day/time:
Wednesday 12 noon

Repeat day/time:
Sunday 4:30 pm



http://www.anhf.org.au
http://tunein.com/radio/2AC-Cantonese
http://tunein.com/radio/2AC-Cantonese

MEET OUR NEW STAFF
NEW FACILITIES

IN LUCY CHIENG
GARDENS JAMES LIM

Senior Manager/Home Support

We welcome James Lim, Senior Manager
Home Support to Community Care at
ANHF. James has extensive community
management experience and a background in service delivery
operations. He has a background in psychology, and has an
Executive Master Degree in Public Administration. We

interviewed James Lim, please read page 3 to find out what has
inspired him.

‘Living Longer, Living
Better’ is more than a

slogan at Lucy Chieng
Gardens. We've intro-
duced some stimulating
games such as table tennis |-
and Chinese billiards for EMILY LI
the residents to have one
more spot for physical
activity and socializing.
Our staff played a few
friendly matches to test
out the equipment for
good measure. We hope
the tenants at Lucy Chieng
Gardens enjoy this new
friendly spot.

Executive Assistant/Head Office

Emily joined ANHF in September as the new
Executive Assistant. Emily graduated from
UTS with a Bachelor of Business, majoring
in Information Technology and E-Commerce. She has extensive
experience in supporting the senior management and has
worked in Sydney, Hong Kong and China. Emily also brings to
us with her event management and website development skills.
Welcome Emily to our team.

OLIVIA DANG

Intake and Administration Officer/Home Care

Olivia joined ANHF in September as the
Intake and Administration Officer for
Community Care. Olivia has experience in
customer service and administration duties, and she is enthusi-
astic in answering your enquiries for our services. Welcome
Olivia to our Community Care team.
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Painting Fun
Celebrating Father’s Day with our Seniors A E)E) T
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6th Anniversary of Greenfield Park Day Care Centre
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Open Day in Bernard Chan Nursing Home
B FEE I 7 e 19 B i H

Musical Therapy in Hurstville Respite Day Care Centre
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Moon Festival Celebration with Lexis Nexis Group in SHC
Making Giant Bubbles Lexis Nexis Group Z77i % H [f] 7700 F2F6 (1] — & & #  #K H7
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i We provide aged care services RPN EEEREALEER |
to over 160 residents at our 3 W 160U RERESEREER
nursing homes. Your donation & o RZ/RMINIBEY » EE& 7
'~ has purchased wheelchairs, | REFBTHE  THKRER |
.~ bed-lifters and equipment to REMEERIEM o 1
assist our residents.

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,

. We deliver and provide 2,000+
. hours of Domestic Assistance
and Support (DASS). Your do-
' nation has ensured our elders
remain socially engaged and

. active.
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We provide aged care housing
| services to over 120 tenants at
. our 3 housing services. Your
donation has allowed our ten-
ants to stay in touch via our

i internet kiosk.

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,
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| We care for over 1,000 seniors
- each day. Your donation has

. provided assistance to our dai-
. ly programs which promote

- wellbeing and proactive life-

i style activities.

Thank you! Your donation helps us to deliver vital services
and programs to over 1,000 service users each day
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FOR YOUR HEALTH

Hot Weather Safety Tips HBRRZEZHE

FERR. RONKR
B ERE - LR ES

coloured clothes.
*  Wear sunscreen to avoid sunburn

*  Stay out of the Sun v R E IR IRTE
*  Air Conditioning to stay cool . BIFEBEEARNLY
*  Stay Hydrated . ZIEK
*  Dress Appropriately: loose, light- .
*




ANHF Head Office

A N H F 60 Weldon St, Burwood NSW 2134
REBREITET Tel:(02) 8741 0218

Culturally Appropriate Aged Care Since 1980

Fax: (02) 9747 1637

SECTION 1: Personal Details

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

A SRR R b Rt B RIS E R R S P U S R o

Title 7 O Mrdes O Mrs Aok O MsZ+ O Miss /N
Family Name #[%,
First Name £
Second Name
Home Address {E:4-
State / Territory Ji ‘ Post Code HF 5%
Phone Number ZE 557 ( ) Mobile Number F-#5255 ’

SECTION 2: Donation Details

Donation of $2 and over is tax deductible.

FLESRR T EATHOAE -

| 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 [ Visa [ Other:
Name on Card
Card No. : HEREREREEN
Expiry Date /

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

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

[ 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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Address: 60 Weldon St, Burwood NSW 2134 Tel: (02)8741 0218 Fax: (02) 9747 1637
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