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ANHF TRANSFORMATIONAL
JOURNEY

Ada Cheng CEO
ANHF boldly embarked on a journey of

transformational change to being a lead innovator
and market differentiator as a way to face the
evolving challenges in aged care reforms and
Consumer Directed Care (CDC). ANHF
implemented a proactive strategy in upskilling our
employees as well as transforming their mindset
on ‘customer care experience’. In August, members
of our senior management team had the
opportunity to work with Mr Eric Waldburger,
retired President of Marco Polo hotel chain, author
and motivational consultant who shared his
invaluable insights and experiences into what
authentic ‘hospitality’ should look like and how a
culture of sound leadership and team work can
help raise the benchmark of our Customer Service
to our clients.

The workshops highlighted the importance for
ANHF to establish a strong governance and
compliance framework in view of the challenges
from Aged Care Reforms and deregulation of Aged
Care in the coming years. Change is happening and
will continue, therefore we have to be vigilant in
reviewing whether there are good systems and
processes put in place to control and monitor — or
“govern” our organisation. Most importantly, we
have to be attentive to the existing and new
legislation(s) applicable to aged care organisations.
We have identified a priority in building a stronger
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compliance system for ANHF which will lay a
good foundation for continuous improvement
and risk reduction. This will ensure ANHF meets
regulatory requirements that are inherently
important to maintain quality care and
operations.

Following on from Mr Waldburger’s inspiring
presentations, the executive team held a
brainstorming session to gather a list of key
messages, ideas and reflections from Eric’s
presentations that were relevant and insightful
for the organisation or at individual level. A
SWOT analysis was applied to map, identify and
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prioritise key areas for development which
will support the accomplishment of the
organisation goals and repositioning of
organisational cultural values. A shortlist of
ideas / recommendations was identified as a
catalyst to inspire cultural change within our
organization, to grow and transform our
organisational values and care philosophies.
The discussion led to us to redefine the ANHF
consumer value proposition “We value you
and care for you like a family” — a statement
that  represents ANHF  organisation’s
commitment to define a unique customer

ALPHA
GROUP
MEETING

New Centre Names -

service experience by cultivating a sense of
belonging, a value added experience and tailored
service offerings to our existing consumers and
future customers.

The Alpha Working Group (AWG) was formed in
September 2016 with representation of members
across the organisation — frontline, middle
management and senior executive team. The AWG
is working on re-designing our business model,
defining the ANHF value proposition and focus on
four core areas as priorities for transformational
change. Four subgroups were formed to lead the
following:

. Full Spectrum of Innovative Care (Jacky Chan,
Patrick Chan, Andie Lo and Johnny Teong)

. Employer of Choice (Bertha Hon, Jocelino
Jorge and Audrey Mok)

. Sustainable, Safe and Healthy Work

Environment (Cindy Wong, Josephine Jong
and Ada Cheng)

. Unique Identity and Accessibility (Phoebe
Leung, Mandy Tan and James Lim)

Rebranding That Captures Our Commitment to Quality Service

The majority of ANHF CHSP services are identified as day care centres but the old and traditional
naming convention that uses the term ‘day care’ not only poses some limitations on what services we
provide but also potentially be demeaning to our elderly clients when the community often associates
‘day care’ with the younger generation — child minding services.

In November 2016, the community care management team was consulted on the rebranding of the
CSHP services to “Seniors Wellness Centre.” The new name captures our clear definitive focus on
wellness, enablement and person centred focus in planning and delivering our services.

These changes are as follows:

Current name New name

Celebration Morning Tea

So Wai Lifestyle and Activity
Centre

ANHF So Wai Seniors Wellness Centre

06 March 2017 11AM CHINESE
02 March 2017 11AM VIETNAMESE

Stanley Hunt Centre

ANHF Stanley Hunt Seniors Wellness Centre

01 March 2017 11AM

Hurstville Respite Day Care
Centre

ANHF Hurstville Seniors Wellness Centre

17 March 2017 11AM

Greenfield Park Day Care Centre e

ANHF Greenfield Park Seniors Wellness

02 March 2017 11AM

Bonnyrigg Heights Dementia Day

Care Centre Centre

ANHF Bonnyrigg Heights Seniors Wellness

08 March 2017 11AM

Chester Hill Day Care Centre

ANHF Chester Hill Seniors Wellness Centre

10 March 2017 11AM CHINESE
01 March 2017 1IPM  VIETNAMESE
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2017 Aged Care Reform — Home Care Services

A total of 48 Home Care Package carers, families
and Home Care recipients attended the Home
Care information forum that was held on 14
January 2017 at Burwood RSL. The purpose of
the forum was to keep the families, carers and
clients updated on current aged care reforms and
how some of these changes may impact them as
recipients of Home Care Package.

This forum provided an opportunity for carers to
ask questions or clarify any concerns they may
have after receiving letters directly from the
Commonwealth government in relation to
deregulation of the Home Care Package program.
In summary, after 27 February 2017 the Home
and Community Care program will have the
following major changes:

° Home care packages will no longer be
allocated to providers but directly to
consumers through My Aged Care.

° A nationally consistent system will prioritise
older people’s access to subsidised home
care based on agreed criteria.

° Consumers can receive home care services
from any approved provider. Packages will
no longer be allocated in respect of a
specific geographic area, for example, an
aged care planning region.

° Packages will be portable, making it easier
for consumers to change providers should
they wish to. This means the package,
including any unspent funds, will move with
the consumers to their new provider.
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Following the information session, the Home
Care team, along with our CEO Ada Cheng,
facilitated a focus group session with all the

carers. The focus groups gave carers the
opportunities to clarify their experience, seek
further information and provided suggestions
on what ANHF Home Care team can do to
improve and help shape their service. The
majority of the carers rated both sessions
helpful, informative and materials presented
easy to follow and understand. They were
encouraged by ANHF's commitment to
genuinely consult with them and to bring
positive changes and innovations to their
service. The majority expressed they will
choose ANHF as their preferred Home Care
provider. Some of the carers wanted to assist
ANHF on how they can champion for support
for more growth for ANHF. Some carers
wanted to share their personal experience on
the high level of satisfaction and positive
experience from being an ANHF Home Care
recipient for many years. The Carers Forum
was a success and participants served with
refreshments and finger food at the end of the
2-hour session.

iHANK You



New Staff
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Eleanor Pan, Training and QA officer
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Eleanor worked in a public hospital in NSW
Health as Clinical Nurse Specialist before
joining ANHF. She took on the new role in
November 2016. She completed Bachelor of
Nursing in Australia and is currently studying
Master of Clinical Nursing specialising in Aged
Care.
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Belle was born in China and has moved to
Australia for 10 years. She graduated from
University of Sydney with Master of Nursing
and has been working in the aged care
industry since 2014. Belle speaks English and
Mandarin, understands Cantonese.

Mandy Tan, Executive Assistant
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Mandy graduated with a Bachelor degree in
Psychology in New Zealand before moving to
Australia 5 vyears ago. She has solid
administration experience gained from a variety
of health related organisations. She speaks
fluent English, Cantonese and Mandarin.
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James Lim, from Senior Manager, Wendy Chow, from RN to Deputy Cindy Wong, from Executive
Home Support to General Manager, Director of Nursing (BCNH) Assistant to Procurement Officer

Community Care
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Staff Christmas

Party

Chow Cho Poon
Nursing Home
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May our laughter brings joy and health!
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Merry Christmas to everybody!
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Bernard Chan
Nursing Home
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Our residents dressed up gorgeously

Lucy Chieng
Aged Care
Centre
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Chinese and Vietnamese clients stretching their
limbs in a combined exercise session
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Put on your dance shoes for our Xmas party
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Chester Hill Seniors
Wellness Centre
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Beauty queens from our Vietnamese group
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Who dares say we are too old for dancing?
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| made it!
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Stanley Hunt Seniors
Wellness Centre
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Cheerful seniors inside our community bus
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Hurstville Seniors

Wellness Centre
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Concentrating in the balloon volleyball game
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tea in hot weather
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So Wai Seniors

Wellness Centre
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Shall we dance — a Scottish dance?
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Painting &
my own
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Work Health and Safety Awareness Program
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Bernard Chan Nursing Home
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Joint efforts are required to ensure personal safety,

community safety and safety of our nursing homes are met
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Lucy Chieng Aged Care || | — 8 bl - practical safety tips in moving
Centre “ . about in the facility
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Chow Cho Poon Nursing Home
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Tribute to our Former Chairman

Mr Keep (Kip) Fong, OAM
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The Board and staff of ANHF are deeply saddened by
the loss of our dear friend and former Chairman Mr
Keep (Kip) Fong OAM. Mr Fong passed away on 20th
January 2017 peacefully at home at the age of 88.

Mr Keep Fong is one of the Founding Trustees who es-
tablished the Australian Nursing Home Foundation on
25th February 1980.

Mr Fong had a long standing history as a great leader
within the Chinese community. He contributed signifi-
cantly to the Foundation and served as the Chairman
for over 16 years from 1986 to 2001. As a diligent and
tireless president, Mr Fong oversaw the planning and
establishment of Chow Cho Poon Nursing Home at Earl-
wood from 1990-92 and Bernard Chan Nursing Home at
Burwood in 1997. He also played a pivotal role in liais-
ing with the Department of Housing NSW in establish-
ment of 46 units at Jones Street, Ultimo which serve as
the Community Housing for seniors.

Upon his retirement, Mr Fong was showered with
praise by all those who had the privilege of working
alongside him and those who had met him and found
inspiration in his life and ethos.

While he is no longer with us, Mr Keep Fong will re-
main an inspiration and his memory will be honoured in
ANHF for generations to come.

In fond, loving memory of Mr Keep (Kip) Fong, OAM, (Total: $3096)
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Ada Cheng

Angelina O'yang
Anonymous
Anonymous

Brian Fong

Charlie & Robina Fellner

Daisy Lee

Eileen C Fong & Family
Elaine & William Fong

Ellen Louie

Joseph Mack

Ling & William Kwong

Lois & Thomas Fong

Mary Long

Monica, Chris Fung/ Sayas
Mrs Fong and Lily Kwong

Paul Siw

Thalan Kuang & Cuiling Chen
Tom Fong

Vincent and Brothers

Pauline & Raymond Tang, Karen and Kevin Wander & Hendra Gee

Peter Hee

Wendy Hee & Stephen

Ray Fong and Grace Secto & Angela Thomas William Lew

Rosie Cheung
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Your support takes us further

ANHF . :
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Culturally Appropriate Aged Care Since 1980

Please support ANHF to deliver quality and culturally competent aged care to our community.
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Title fH7Y Mr e Mrs KK Ms#%Z 1 Miss/]NifH
Family Name#: [

First Name %4

Second Name

Home Address {3:3ik

State/ Territory J!| Postcode L [ 5%

Phone Number 2 55 955

Donation of $2 and over is tax deductible.
JUIBFER2 G LA L AT AR

| 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. - | [-[ [ [ [ [-] [ ]
Expiry Date i
| Signature

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.

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.

O Please send me details on making a gift to the Foundation in my will. & BEEBHHESEH BN, BHTESAEH.

Please return this form to Australian Nursing Home Foundation, 60 Weldon Street, Burwood NSW 2134.

YOU CAN ALSO DONATE SECURELY VIA OUR WEBSITE: HTTP://ANHF.ORG.AU/CONTACT-US/DONATIONS

Thank you for your support. Below are the donations received from November 2016 till February 2017

BN, TA0165F118 22017F 2B iR BBIA LT A

100LATS $5000L4 £
$100—$499 $500-$999 $1000 -$4999

Below <100 $5000 and above

Shih Shiar Law Yong Kuang Chuah In Memory of Kwai Ying Chan Virginia Leung Julie Pang

Cynthia Gee—David Gee Dr Anselm Kuok Gloria Ho

Xiao Bin Shi

Milia Ho

Cathy Chubb In Memory of S C Leong Galaxy Funerals Allan Mar

Paul Wong

Anna Hui Semy Ling Chan Semy Ling Chan

Min Zhen Chen

Dorringo Investment P/L
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vdant and Positive L

Who can become a volunteer?
It does not matter whether you are a student, a housewife, retired or working. If you are aged 18 or
above, interested in aged care services and volunteer work, speak Cantonese, Mandarin or
Vietnamese, then you are welcome to join our wonderful team of volunteers.

Services: assist staff in nursing homes or seniors wellness centres to conduct indoor or outdoor
activities, be a friendly home visitor, assist in administrative work etc. We provide comprehensive and

on-going training to equip our volunteers to ensure they have the skills to provide services for our
elderly clients.

If you are interested in becoming a volunteer or would like to have more information, please contact
our Volunteer Coordinator on (02) 9784 0848 or email to volunteers@anhf.org.au
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