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Person-Oriented Services for Our Community

Having joined Australian Nursing Home Foundation
in 2005 initially as Executive Officer - Planning
and Development, while participated in the
organisation web page design, | had the
opportunity to have a flash back of ANHF’s
history and development. Our continuous growth
in magnitude and reputation in the Chinese
community for over 30 years stem from a very
special attribute of our organisation - person-
oriented service.

‘Person-oriented’ is  ‘client-centered’, our
utmost concern is to focus on the needs of the
elderly. Rather than hard selling our services,
we constantly review whether the services we
provide are appropriate for our elderly clients.

Our services are delivered on a basic model
which allows for ample flexibility. Through
continuous identification of client needs,
information provided by family members and
advice from staff, a care plan pertaining to the
needs of the elderly client will be established. As
elderly clients are a bit passive in voicing out
their needs and/or who have dementia may not
be able to express themselves, the more they
are so, the more channels we employ in
exploring what their minds are on. It is also
through understanding their lives in the past that
we establish need-based care plans for them. As
needs of the elderly often change, care plans are
reviewed quarterly for continuous improvement
to ensure the best possible service for them.

In staff recruitment, we centre on personality
rather than academic qualifications, on whether
the applicant has patience, vision and
commitment in aged care services. While
knowledge and skills can be improved and
strengthened by in-service training, shaping a
person’s inner quality and value system is no
easy task. That is why we prefer employing staff
©ANHF 2009

who  demonstrates the  aforementioned
inclinations, then support them with the right
kind of training. Staff, being our assets, will
assimilate the latest information and skills to
become professional workers who are able to
provide quality services.

| am proud of co-working with a strong team of
staff that shares the same vision. Coming from
all sectors they have different professionalisms -
social  workers, occupational therapists,
registered nurses, teachers, reporters etc. With
such a myriad of backgrounds, value systems and
visions, here within our organisation is already a
convergence of multi disciplines. Despite
individual imperfections and blind spots, with
individual thinking minds that work at different
angles as well as pooling of resources and ideas,
we are able to provide high quality services
through complementary team work that also
allows service achievements accomplished by
individual strengths.

Many organisations uphold the slogan on ‘person-
oriented services’, yet how many do put this into
practice? In the Chinese community, language
barrier has barred many elderly who have
migrated here from knowing their rights. Some
are even exploited or abused. | have a strong
urge to support the underprivileged. My former
training in social work had cultivated in me the
understanding that everyone is equal, we should
be treated fairly and equally. The reality is:
here in Australia there are many hurdles in the
strife for welfare for the Chinese elderly, still we
have to face these hindrances squarely, without
bending to unreasoned authority. As we press on
in this steadfast pursuit we will strife for more
welfare and hence more culturally and language
appropriate services for the elderly Chinese in

Australia.
Page 1 of 12 *



Embrace Them as Our Own

As aged care service providers, each and every elderly we serve are
important to us, they are our centre of attention. Our services to
them are tailored made to meet each individual’s needs. For
example, personal assistance or appropriate mobility aid will be
provided for those with impaired mobility, soft or puree diet will be
served to those with dental, chewing or swallowing problems. We
respect and assist our elderly to continue practicing their religious
and cultural beliefs, we take into consideration their personal
preferences as much as possible when care is delivered. With close
observation, on going care reviews and constant consultation and
communication with our elderly, care plans are updated and revised
to ensure we are meeting all their needs and requirements.

Elderly people need our concern. Once they have the confidence
that you do care for them, they will open themselves up to you and
they’ll trust you with all their hearts. We need to treat them as our
own family members. Aged care workers need to have a loving heart
for the aged. Sometimes, one may need to go beyond their duties to
care for them, but it’s all worth it because we always feel good
when the one we serve are happy, comfortable and satisfied.

The mission, values and philosophy of our organization are explained
to every new employee during the induction program at the
commencement of their employment with ANHF. This is important
to ensure their understanding of the organization’s passion in
“Honouring the Old” and to apply that concept in the workplace. We
do have a system in place to monitor staff performance. Staff

Never Alone in Their Final Journeys

There have been around 90 elders who had lived at our Nursing
Home during the past 12 years. | might not be able to remember all
of their names but would not forget their faces. Some are more
memorable than others. Mrs. L was a heavy set resident who refused
surgery to remove a huge tumor on her left shoulder. She was on
palliative care on the day she arrived. Her arm weighed more than
10 kg in the final stage and the tumor became an open wound with
slow oozing. It was a very difficult task when it came to the wound
care job every morning. It took 6 of us to position her (3 AINs; staff
from the housekeeping & laundry section; and even the Cook
volunteered to help) so that | could clean the wound properly and
renew the wound dressings. Cutting comners to do less never cross
our mind as resident comfort and dignity came first. This team work
lasted for a few weeks. Mrs. L finally passed away in a quiet night
peacefully.

Ms. C arrived the Home in 1997 after a stroke. She migrated to
Australia in the 70’s as live-in housekeeper for a large wealthy
family. She was never married and had no families. Due to her strong
personality, she had virtually no visitors except one friend who
looked after her finance. Ms. C was demanding and verbally abusive
to all levels of staff. However, a few of our AIN staff were able to
reach out to her. Frequently heart-to-heart talks were initiated
during showers. In her funeral, there were no other attendance
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Mrs. Celia Chik Principal Director of Nursing

supervision is conducted regularly to ensure staff quality. | always
believe that if we want to promote and to fulfill the passion of our
organization, senior staff members must set good examples and to
show their caring attitudes at work e.g. if | notice a resident walking
unsteadily without supervision in the nursing home, | would first
assist her to her destination before | advise and alert our staff to
place more attention to this resident. There is no better way to
convince our staff to do what we expect them to do unless we
demonstrate it ourselves.

In our organization, we respect each staff member and we treat all
members the same disregard of the position they hold in the
organization. This friendly attitude towards each other and to our
service receivers is generated from the Chairman right through the
whole organization. Good examples from management always have a
ripple effect on the behaviour and culture of our workers.

| have heard people commenting that aged care is a dull and boring
profession, but | find the opposite. | always find it rewarding and
fulfilling when we know that our care services have been able to
make elderly people comfortable and that they are able to enjoy the
best life qualities in the last stages of their life. There’s even more
encouragement when our efforts are appreciated. | must say every
little gestures of appreciation from them, even a sweet smile, do
mean a lot to me and it does reinforce my determination to move
forward for them!

N
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Ms. Rosie Cheung Director of Nursing, Bernard Chan Nursing Home

other than a friend and 3 AINs from the Nursing Home.

I am proud of my team of colleagues. They possess caring attitude
and seldom hesitate to try harder to accommodate the needs of our
clients. | always thought nursing job is not for everyone. | have some
favourite questions during job interviews such as: How do you get on
with an aged person? Are you able to handle incontinence issues?
Have you seen dead bodies before? Will you be afraid of managing
the deceased? Client population in the Home is always a mixed group
in terms of backgrounds, upbringings, personalities and presence of
dementia. To achieve job satisfaction, we have to learn to be
patient and be empathetic.

It is assumed that we tend to be detached from our emotions if we
encounter death and dyeing all the time. Somehow | get teary during
my offer of emotional support to the weeping families. Many of our
clients lived for months and years in the Home. Subconsciously we
consider them as our own family members and get to know them
really well. | remember one gentleman passed away, her children
came to fetch his belongings, | mentioned to them that their father
had always enjoyed singing melodies of the 70’s. The children were
amazed - they had never heard him sing! Reminiscence is essential
for the healing process.

e
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Chow Cho Poon Nursing Home
113-115 Homer St Earlwood 2200
Tel: 02 9559 4088

Fax: 02 9559 4233

Email: ccpnh@anhf.org.au

Bernard Chan Nursing Home
58 Weldon St Burwood 2134

Tel: 02 9744 1287

Fax: 02 9744 6587

Email: bcnh@anhf.org.au

Community Housing
528-538 Jones St Ultimo 2007
2 Poplar St Surry Hills 2010
Tel: 02 9211 9838

Fax: 02 9280 0239

Email: housing@anhf.org.au

Stanley Hunt Centre
528-538 Jones St Ultimo 2007
Tel: 02 9211 9838

Fax: 02 9280 0239

Email: respite@anhf.org.au

So Wai Lifestyle Activity Centre
60 Weldon St Burwood 2134

Tel: 02 8741 0228

Fax: 02 9747 1637

Email: sowai@anhf.org.au

Community Partners Program
413-425 Beamish St Campsie 2194
Tel: 02 9784 0838

Fax: 02 9784 0800

Email: cpp@anhf.org.au

Community Aged Care Packages
SE: 528-538 Jones St Ultimo 2007
Tel: 02 9211 9838

Fax: 02 9280 0239

Email: cacpses@anhf.org.au

SW:17 Greenfield Rd Greenfield Park 2176
Tel: 02 9753 3400

Fax: 02 9753 3500

Email: cacpsws@anhf.org.au

Extended Aged Care at Home Packages
WS: 413-425 Beamish St Campsie 2194
Tel: 02 9784 0868 / 02 9784 0869
Fax: 02 9784 0800

Email: eachws@anhf.org.au

*

*
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Scattered, Desolate Fallen Leaves

He was tense, without any personal belongings, shabby and torn in
appearance --- not accompanied by any family member but a
Centrelink staff.

In the nursing home application form completed by the Centrelink
staff on his behalf, all sections under residential address, family and
relatives were left blank, except for this very single word
‘wanderer’ in the space for ‘occupation’

His behaviours were weird. When the AIN was helping him in the
shower, he would always clutch his own pants while yelling out a
high-pitched scolding. With every meal that was served, he would
ask, ‘Do | have to pay for that?” He would try by all means to avoid
all excursions or entertainment programs arranged by the nursing
home. He rejected the regular medications and injection prescribed
by the doctor nor he would allow the doctor to conduct a physical
examination on him. One thing that was even more peculiar with
him is: when the nursing home physiotherapist massaged him, he
would scream out frantically for ‘Help!’

What had edged him to this?

After a period of counselling and meticulous care by the staff, his
heart gradually opened up, his personality became more acceptable.
Except for the habit of spitting everywhere and farting loudly in
public, his appearance and his behaviours were very much like any
other gentle and cultivated residents in the nursing home. People
also discovered that he was blatantly straight forward, so straight
forward that those who conversed with him might feel a bit
embarrassed. Below are conversation fragments picked up as he
chatted with other residents. Somehow they piece together his past
life.

‘In 1958 | left my hometown in Guangzhou and sneaked into Australia
illegally via Hong Kong. Our family was so poverty-stricken that a full
stomach was practically impossible. The idea of going to Australia
came up when | often saw other villagers who had relatives in
Australia received money from them. To be honest, it’s hard to leave
He-hua (literally meaning “lotus flower” --- his wife) and our three-
year-old son. | secretly decided to give them a decent living.’

‘At that time Australia was upholding the “White Australia Policy”,
the cops could stop any Chinese anytime right on the street for a
body search, then detained them. Luckily | had a village friend who
owned a restaurant in Sydney, so | worked and lived there, without
the need to be on the street. As a kitchen hand my wage was three
pounds per week, then five pounds per week as | later became the
chef. Though the wage was low, | could save up quite a sum as bed
and board was provided. As illegal immigrants, there’s no way for me
to open any bank account, | had to ask someone to take the money
back to He-hua every now and then. Though He-hua’s illiterate,
she’d asked someone to write me a letter every time she received
the money. She’d also drew a lotus flower by herself on the letters
and reminded me in each and every letter of hers that “There’s
enough money to spend here at home, don’t send anymore. Come
back when you’ve earned enough.”

‘It’s around the end of 1965 that the so-called “revolution” broke out
in China when He-hua began to mention in her letters “don’t come
back, very chaotic here” instead of the usual “come back when
you’ve earned enough”. She even said, “Find someone to marry
there, | won’t blame you.” | thought some fellow village guys might
have told her some rumours like “The widow Lei’s so nice to your

Mr. Tong Huang Staff of Chow Cho Poon Nursing Home

husband!” | wrote to He-hua to tell her not to listen to these
gibberish talk , “I have scolded that woman and she cried. She is no
longer working in our restaurant. | was born to be your husband and
will die as your husband. I’Il surely come back once peace resumes in
the village”.

‘Thirty years had passed. | could only return to my home in my
dreams. People say ‘how time flies’ but to me that’d been a very
long tough time. For thirty years | hadn’t bought a house, nor a car,
nor desired for any other woman...being alone by myself. The only
thing that accompanied me was my own shadow. My one and only
hope was to return home, the only thing that brought me happiness
was to send money home.’

‘With the money | sent home, my family had built the most beautiful
brick house in the whole village, my son married the most beautiful
girl in the whole village. Hearsay that the girl only agreed to marry
my son was because | regularly sent money home...Still | didn’t quite
understand why letters which bore ‘the “lotus flower drawn by He-
hua” and written by my son kept on telling me “don’t come back”
and that they still had not enough pennies to spend. Didn’t people
say Mainland China had improved a lot economically? Could it be that
He-hua had also changed?

‘It’s good that Australia abolished its ‘White Australia Policy’, | finally
got legal residency. The wage from being a chef was quite good, at
least | could cater for their needs. | nearly sent home every cent I’d
earned, not saving a cent for myself.’

‘I couldn’t bear it anymore and bought an air ticket back to China
despite their opposition. My son drove his own car to pick me up.
Our house was really big, the grandchildren were so lovely, but | saw
no sign of He-hua. As | kept on pestering my son for an answer, he
finally told me the truth. He-hua had missed me so much that she
passed away twenty years ago. Despite my son’s words “we dared
not tell you so far just because we’re afraid you might be heart-
broken”, | could see clearly that my son, who was in his 40’s, hadn’t
worked for even a day in the past. He’d been loitering away his time.
Servants were employed to help with the house work. It finally
dawned to me why they hadn’t told me the truth this far and why
they kept on asking me for money. Oh my God! What I’d been toiling
so far in the past several decades came to nothing! Anyway, |
endured everything - as that’s still my home. Yet gradually | can see
that they could not bear with me anymore. My daughter-in-law
complained of having married wrongly to someone who had such a
father. My son disliked me as he thought | ate too much. Even my
grandchildren disliked me because my farts were too smelly and
loud. Then one day my son eventually told me that “he couldn’t bear

me any longer”.

‘Back in Sydney | felt so wretched and hopeless. | didn’t have a goal
to earn money for. On top of that, | was old, no one was willing to
employ me and hence | began my life as a wanderer...’

Perhaps what he’d gone through was just what other elderly Chinese
migrants had also experienced. They toiled and saved every cent just
for one mere simple goal: to go back to where they belong in their
senile years. Yet it was all but a dream. Once they had lost their
working ability, they were not even accepted by their own family.
The times have changed - fallen leaves may not be able to root
where they want to.

e
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Activity Photos YEENIEZR - Bernard Chan Nursing Home BRI ZEFE R

anniversary poem written by resident Mr. Lo
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Activity Photos TEENTEZE - Chow Cho Poon Nursing Home JEERIREEERE

9

Santa Claus - our greatest Christnjas companion
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interview of resident by the Aged Care Channel
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a leisure walk along a leaf - strewn path
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Activity Photos TEEI{ESE - Stanley Hunt Centre ¥R H (>

calligraphy session 7L 57 HH2E » iR Ry

Everyone helped to decorate the centre in Christmas.
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Carer Pampering Program -
information talk by CPP worker
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creative draing with straw blowing
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Activity Photos YEENTEZR - So Wai Lifestyle Activity Centre BRIETEEIHL)
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