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Full-Scale Quality Review
of Nursing Homes by
Australian Government

Maisy Lai, General Manager Residential Care

1) Recently there were ‘rumours’
about nursing homes, such as the
abuse of elderly residents, charging
for excessive fees etc. Are nursing
homes in NSW monitored by the
government? In which areas and how?

To ensure provision of quality services
the Australian government launched
in 1997 an accreditation system that covered 4 standards: (1)
management systems, staffing and organisational development
(2) health and personal care (3) care recipient lifestyle (4)
physical environment and safe systems. Under these four
standards there are 44 expected outcomes. Residential
care facilities must meet accreditation standards to receive
government funding. An independent body (Australian
Aged Care Quality Agency) is assigned to conduct three-
yearly assessments on all nursing homes in all standards and
expected outcomes. In the case of a new nursing home,
after the initial accreditation, it has to undergo three-yearly
accreditation requirements that measure its performance
against the four standards and forty-four expected outcomes.

On the days of accreditation the independent quality agency
will (other than reviewing documents and files, observing the
environment and staff at work) interview at least 10% residents,
family members and staff to piece together a whole picture of
what exactly happens there.

Moreover, unannounced assessment contacts are conducted

as part of the ongoing monitoring of home's performance
against the Accreditation Standards. Every home will receive at
least one unannounced assessment contact each year. External
complaints are channelled through the Aged Care Complaints
Commissioner which, since its establishment, is an avenue for
complaints from the public. This reflects the many channels that
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the government utilizes to monitor nursing home
operations and also assures us of transparency in
government monitoring. Certainly this three-yearly
quality review and ‘unannounced visits' have their
positive effect in monitoring services in residential
aged care, but the most crucial quality assurance
measure is a comprehensive internal assessment
mechanism within each facility.

2) Have any NSW nursing homes been closed
down simply because they did not pass the
quality review?

If a nursing does not meet the required standards
or if there is anything that puts residents’ health
and safety at risk, the Australian Government
Department of Health will instruct the nursing
home to implement measures that ensure health
and safety standards are met within a designated
period of time. During this period, newly admitted
residents will not be funded. The government will
request the facility to adopt remedial measures
such as in-service training for staff and expertise
from consultants. Some residential facilities may
choose to cease operation instead of spending a
great sum of money on remedial measures. The
public may visit the My Aged Care website to find
out which nursing homes are under sanctions until
the required standards are met.

3) With ‘'unannounced visits’, we can ‘expect’
nursing homes to meet all government-
required standards at all times. ANHF has
three nursing homes --- do we have any
measures to ensure all of them comply with
all standards?

To ensure consistent, high quality care, our
nursing homes regularly conduct self-assessments
with review procedures that adhere closely to
government accreditation standards. Our Quality
Risk Compliance Coordinator is responsible

for the quality standards of our three nursing
homes. Areas of potential non compliance

will be rectified immediately. We have regular
meetings with residents, their family members
and staff to gather suggestions and comments for
service improvement. Misunderstanding usually
arises from poor communication, that is why we
encourage residents and their family members

to actively participate in residents’ meetings

and activities. Besides organisation policies that
foster effective communication among all parties,
regular in-service staff training is also highly
pertinent to maintaining and enhancing

quality care.

The Importance of Internal Quality Review

1) As Quality Risk Compliance Coordinator,
what are your work routines?

| assist with developing and reviewing the service
policies & procedures and our quality system. |
need to monitor legislative changes closely to
ensure our policies are up-to-date.

| monitor our 3 residential homes to ensure they
follow our quality system for service delivery so as
to meet legislative and regulatory requirements.

Conducting system audit and analysing the
performances of all our three nursing homes are
also my key responsibilities so as to identify gaps
and opportunities for continuous improvement.

| support local management and staff, such as
training and mentoring, to ensure that all workers
follow the accreditation standards and legislations.

| also attend different types of meetings, reviewing
and discussing with staff about better practices and
continuous improvement for our services.

Mabel Li, Quality Risk Compliance Coordinator

2) As someone who has to continuously ‘find
faults’ in our policies and systems to achieve
better services, do you find your role very
challenging?

Yes, it is very challenging. We always go for better
practices. My audit and my visit to each home
might cause more work to our staff if | found that
they could do better. Staff understand and will
follow my recommendations to improve their
care. | know they all want to do their best for

their residents. The local management also work
with me to ensure that my recommendations are
actioned for continuous improvement.
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Snapshots of Bernard Chan Nursing Home
20th Anniversary and Open Day

The 20th anniversary and open day of Bernard
Chan Nursing Home, held on Friday July 28,
was a great event with guests from all corners:
Strathfield MP Ms Jodi McKay, our former CEO,
our former Principal Director of Nursing, Board
members and General Managers. The opening
toasting and cake cutting ceremony was led by
Ms McKay, Ada Cheng our CEO and our Life
Governors, Mr Bernard Hor and YC Louie MBE.

Teachers and students from Trinity Grammar
School came as well to share our joy and
unveiled a plaque to mark the official opening
of their fantastic art work — a wall mural titled
‘Garden of Eden’ at the facility. Over one
hundred visitors enjoyed the performance by
the school band of Burwood Public School and
singing by Mrs Elizabeth Tse. Many attended

Wendy Chow, Deputy Director of Nursing

the information sessions conducted by our
Communications and Marketing staff. Everyone
enjoyed themselves thoroughly on the day

— genuine hospitality from staff, volunteers,
residents and family members at BCNH plus a
souvenir bag full of practical goodies.

Staff at Bernard Chan Nursing Home also
prepared a special luncheon for guests and staff.
None could suppress their ‘ooh’s and ‘aah’s when
they saw the food platter sculpture titled ‘In

Full Sail’, prepared by Sam Tsang, our chef. The
masterpiece symbolized ANHF's ever-onward
achievements in quality aged care services.

Let me take this opportunity to extend my sincere
thanks to all volunteers and staff who sacrificed
their day off to make this day a huge success --
team work in full sail!

Address: 60 Weldon St, Burwood NSW 2134 | T: 02 8741 0218 | F:02 9747 1637 | www.anhf.org.au



What Joy! A Not-So-Ordinary Wedding

What joy it was to have recently a heart-warming
wedding at Lucy Chieng Aged Care Centre, where
Gigi and Yo-Han tied their nuptial knots together.

What inspired their decision to hold the once-in-
a-life-time wedding in a nursing home? In a sweet
and tender voice, Gigi shared with us: 'I've been
hoping that grandma could attend my wedding.
Soon after she was diagnosed with dementia,
grandma was admitted to the nursing home. It's a
bit difficult for her to get around to places outside
the facility. One Sunday my two sisters and |
visited her. After a leisurely stroll in the garden, we
sat inside the pergola to take a rest. As | turned
my head to look around, the beauty of the garden
captured my attention. The very first thought that
came to my mind was: what about having my
wedding here? To my surprise my two sisters fully
supported this idea. Then came the ‘formalities’ —
getting the consent from the Director of Nursing,
who agreed right away!”

Hilda, the DON at Lucy Chieng Aged Care
Centre, recalled how she felt about this call: '‘My
first response in receiving Gigi's call was feeling
so very touched! Not many young people still
treasure and respect elderly family members so
much. Gigi's decision was a very meaningful one,
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| decided to assist her in whatever way | could to
help her fulfill her wish!’

Then came the wedding day, Gigi's family arrived
early with bags, big and small, to decorate

the venue. The cosy, little hall was lit up by
balloons and other wedding decorations. The
solemn moment came when the bride gracefully
walked along the red carpet, holding hands with
grandma and grandpa, then rested her hand
into the strong, loving hands of the bridegroom,
followed by a solemn wedding vow witnessed

by everyone who showered them with their best
wishes. The newly wedded couple then followed
the Chinese tradition of paying their respect to
grandma, grandpa and all elderly family members
through the tea serving ceremony. Everyone

was so very moved by the simple ceremony that
carried with such grace and respect. Forget about
extravagancy that can easily be layered with
money, forget about banquets with piles of food
— just remember the never-ending love that sings
a never-ending loving song of a life time. Such is
the real meaning of wedding!

May Gigi and Yo-Han have a life time of love
and happiness!
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Who can resist such fresh and nutritious veggies?

(BCNHpEFREZEER)

™ '
-l

E%%}ﬂ%ﬁéﬁym I Concentrating on a ten-pin
bowling game! (BCNHPESRZEER)

=FhHS,—#EIEEAI%Z! Happiness is to enjoy a
yummy buffet lunch with friends.(BCNHPESRZE =S

THENL » FIREZ=AESFIAE! Yummy luncheon in
Christmas in July! (CCPNH[E & #E&R)

EARIREPNRE » BARE L4 Visit and
performance by a Buddhist group (CCPNH[E g &

FEESEBMIBYIEE Visit to NSW Art Gallery
&b (CCPNHRE R R)
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Bmis2 b 21REE4 HIREEER Happy Birthday to
our centenarian (CCPNH/E 5 +E&kR)

1...;-*
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REMEHIFLAS Our minds really matter. .(EERFR

#E& L CACC)

1k,
RECETE

SIS Three cheers to our ten-pin

FRESEIFO HSWC)

bowling champions!( &

tHESE B ABRRIE
Claus — Christmas in July at LCACC (8222 FSE&ERR
LCACC)

I Here came Santas

REIE » BEZHERFE! Lunch prepared

according to residents’ special orders ( $22RHE R

#[=L CACC)

ARSI SR - BT - HEEE! Practice makes

perfect! (E2RFREERRLCACC)

E&TTIREEK{EUELIE See how seridus our clients
were in the ten-pin bowling game [ BFfEHE S &)+
1 HSWC)
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EZE—ieEAnderson Park fikibs » HEmEs|

A fun day out to Anderson Park!(8F B EENF)
TERoyal Botanic Garden » REFWERZFHIIRE!  H{swo )

At the Royal Botanic Garden — which/who was more

beautiful — flowers or our elderly clients?(4F B EE @ [ P ’
FILHSWO) e g \P_

y oy, T AFRENREE] Happy Father Day to every
BHAE » 21532 Here's proof — great food after fatherl(SHSWCIH#EEENH11))
a hard game! (3R EEIF/OHSWC)

IXREZEEEE » ST O! Proudly handmade FAFIERE R A =2 Unknown but talented aftists.
by us! (SHSWCHE/EENHIL) (SHSWCSifEiEheR )
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[BeanE - KEXRE! Our hearts sang as we had
a great day out in such a picturesque picnic spot.

(SWSWCERIEZSIFIL)

Eé@é/ér  ERE— tﬁ%lb\i@fm*““ﬂzﬁﬁ Which

therapy can be more enjoyable than music therapy?

(SWSWCErfEIEEIF L)

BRIV OB HIEE! Seeing is believing — we
know how to make this Guangdong egg-and-flour

based dessert! (SWSWCERZIZEIF1())

MNEBESAREBEEBL EHIUAREES! Seniors
Olympics with two students from Hong Kong Baptist
University during their student placement. (SHSWC
hEEE L)

REMAEESFEE  RIZEEML © Mouth-

watering barbecue items prepared by our elderly

clients. (SWSWCEREGEIFL)

—FEBLERIZREZE! Let's dance a Scottish dance!
(SWSWCEriEREIFIL))
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Your support takes us further

TRITSCRE, SRR i — b

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

A (S ORI A 2L R TEA AL TR S R

Title fif & Mr %/l Mrs A A Ms &1 Miss ML

Family Name: (G

First Name #

Second Name

Home Address {i:}:

State/ Territory 4 Postcode FRI it

Phone Number 7 5§4Ei5

Donation of $2 and over is tax deductible.

HLATRR2 G L 1T )

I would like to make a donation of $

Payment Type
[ Electronic Funds Transfer TO: Australian Mursing Home Foundation (BSB 082-201, Account Number 580-328-001)
[ Please debit this card [ Master Card O visa O Other:
Mame on Card
Card Mo, - - -
Expiry Date !

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.

[0 Please send me details on making a gift to the Foundation in my will. £%.45 48 {1 13 Ba o S L 4 1R L BRIRE, TR RERRIE AN IR

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 June till August 2017

$100LAF $100-$499 $500 -$ 999 $1000 -$ 4999 $5000L4E
Mr Gen Fa Chen Ms Joyce Gock & Mr John Wong  Rise Estate Agents—  Mr. Bernard Hor
Ms Margaret Wong Adam Wong
Mr. Kenneth Ms O'Young Lam Dr. Eileen Ong Mrs Millie Tong
Au-Yeung Siu Chan

TGL Plastering P/ Ms Fung, Chiu Lan ~ Mr Terence P Ng Ms Emily Chang
Ltd

Ms Jenny Mr Wen Ren Tsai & Mr. Wilson Au-
Poi Yoong Loui Mrs Felicia Tsai Yeung

Mr Richard Baker
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Jing Ping YU (Molly) | DASS Advisor / HCA
Molly possesses a Bachelor's degree in Social
work. She worked as Social Worker with Family
and Community Services from 2012 — 2014, then
as Case Manager at a multicultural aged care
organisation from Nov 2014 —June 2016.

ISR | SECRENROEIER
BERZ IR ST RIARE
FERRE  SERTESEK
HIEHE AT ULRE
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Xiao Ming Feng YEE (Rebecca) |

Manager, SWCP

Rebecca comes with extensive experience in
community development programs for a leading
aged care provider, supporting multicultural
communities, especially the Chinese community
in Inner West Sydney for the greater part of her
career. Her wealth of experience in community
development and networking will be an asset

to ANHF as we are reaching out to more elderly
people in need of care and support. Rebecca

is a competent interpreter, translator, business
manager, a musician, early childhood educator as
well as a Justice of the Peace.
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Yi Qing XU (Sue) | BCNH DON

Sue Xu has been appointed the Director of
Nursing at BCNH. Sue has been working in
aged care for more than 15 years. Her previous
employment was Facility Manager with a well
established aged care provider. We believe her
wealth of experience will continue leading the
BCNH team to excellence.
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Xiaolian DU (Grace) | Accountant

Grace possesses a Bachelor's Degree in
Economics and a Master's in Accounting
(Macquarie University) and is a member of CPA
Australia. She comes to us with several years of
experience in accounting, payroll, and project
management roles in the non-for-profit sector.
Initially, she will be supporting the annual external
financial audit that is proceeding at the moment.
She will eventually be responsible for the monthly
cost centre reporting and review, amongst

other duties.
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