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CALD AGEING NETWORK
(PCAN) NEWSLETTER
FROM THE FECCA CHAIR, MARY PATETSOS

It is with great pleasure that I welcome to you this fifth issue of
FECCA’s PCAN newsletter. Since our last issue, there have been a
few developments with regards to the Government’s My Health
Record. The opt-out period started on June 16 and it is part of
FECCA’s responsibility to ensure that all the essential information
is shared in a targeted and accessible manner with all Australians
from CALD backgrounds.

FECCA has received feedback that CALD
communities are keen to receive more information
about the My Health Record. The My Health Record
will benefit most individuals from CALD backgrounds
by keeping important health information including
medical history, medication they are taking,
pathology reports and diagnostic imaging reports in
one place. The My Health Record will be accessible
online to them and can be accessed at any time to
the patient and their healthcare providers.

FECCA was pleased to learn about the Government’s
decision to strengthen the security of personal
medical records in My Health Record system. It is
reassuring for us and for our CALD communities to
learn that no health records can be released without
a court order. FECCA was also happy to learn that the
Government decided to extend the opt-out period to
15 November 2018. This will give people more time to
seek out information and make an informed decision
as to whether they wish to have a My Health record
created or to opt-out.
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NETWORK (PCAN) NEWSLETTER continued
All Australians will have a My Health Record by the end
of the year unless they opt out by November 15. Over
the four-month opt out period, FECCA will provide
information to Australians from CALD backgrounds
regarding the benefits of, as well as address concerns
about having a My Health Record. We are working with
the Primary Health Networks, FECCA members and
other CALD specific organisations to provide as much
information to our CALD constituents as possible.
You can read more about My Health Record, the optout period, and where to go for more information in
this issue of PCAN newsletter.
Another important recent development was the
launch of “Speak My Language” radio project. This is
a welcomed investment from Government that will
benefit the older CALD Australians by providing them
with the latest aged care information in languages
they understand and are comfortable with. With one
in every three older Australians born overseas, people
of CALD backgrounds face particular issues as they
age. I am delighted to see the provision of a service
like Speak My Language because it connects these
people directly to information about the services
and help they need. This initiative recognises the
difficulty that Australians of CALD background have in
understanding and accessing the aged care system. I
welcome this investment by the Government and the
recognition and respect it gives to the cultural needs
of CALD older people.
This current issue continues the tradition of PCAN
newsletter showcasing the wonderful variety of projects
undertaken by our member organisations and friends
of FECCA. In this issue we introduce you to the

excellent work of the Ethnic Communities’ Council
of Victoria (EVVC) and their Access and Support
workers addressing the needs of an ageing population
from CALD backgrounds. This project reaches out
to vulnerable clients from CALD backgrounds, in
particular with regards to My Aged Care by supporting
people in understanding the system and choosing the
right aged care services provider.
We also introduce you to one of our regional
members, the Ballarat Regional Multicultural Council
(BRMC) and the work they are doing to assist their
clients in meeting new government requirements
around My Aged Care. This issue of PCAN also
presents the work of MiCARE, organisation providing
social support for Chinese community in Victoria, as
well as a number of other stories relevant for our
CALD ageing population.
Finally, in June I spoke with Senior Rights Australia
on CALD ageing and the challenges older people
from CALD backgrounds often face when ageing in
a country where they don’t have any role models
for ageing. I spoke about the risk of isolation and
financial exploitation through a lack of understanding
about their rights and the responsibilities of others
towards them. These are currently some of the
greatest vulnerabilities facing older people from CALD
backgrounds. You can listen to the full interview here.
I hope you enjoy this issue of the PCAN newsletter.
Please share it with your friends, stakeholders and
members. FECCA is, as always, grateful for your
continued support and for your willingness to share
stories and projects relating to Australia’s CALD ageing
population.
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Ongoing Consultations

Consultation on Home Care Pricing Transparency and Comparability

The Australian Government Department of
Health is currently undertaking consultations
with wide range of stakeholders, both consumer
and provider representatives, on the future
standardised approach to publishing home care
pricing information. The process is in response to
the increasing concerns raised by senior Australians
and their families about the lack of transparency
and comparability of home care pricing information
and the high administration prices being charged
by some home care providers. This issue was also
raised by the Legislated Review of Aged Care 2017,
leading to a recommendation that ‘government and
providers work together to determine how to ensure

comparability of home care pricing for consumers
and how to best publish on My Aged Care’.
More information about pricing, including a Quick
Reference Guide is available on the Department
website.
If you are receiving home care services or are
caring for someone receiving home care services,
and if you have experiences, positive or negative,
with regards to home care pricing, FECCA WOULD
LIKE TO HEAR FROM YOU. Please contact us on
admin@fecca.org.au or 02 62825755. Sharing your
experience will help us inform our policy position
on this important matter.

New Single Charter of Aged Care Rights

The Hon Ken Wyatt AM, MP, Minister for Senior
Australians and Aged Care and Minister for
Indigenous Health, has announced the opening of
public consultation on the draft Charter of Aged Care
Rights (the Charter).

Charter is available on the Department of Health’s
(the department) Consultation Hub. Submissions via
the Consultation Hub online survey are welcome
from anyone with an interest in the quality of aged
care in Australia.

The new single Charter is a component of the Single
Aged Care Quality Framework. It helps create a
shared understanding about the rights of people
receiving Commonwealth subsidised aged care. The
draft Charter was developed in consultation with
consumer and provider organisations.

The Department encourages consumer organisations

Public consultation will close on Wednesday
10 October 2018. A consultation paper and the draft

consultation period. Questions on the consultation

to engage their constituents to review the draft Charter
and provide their views via the Consultation Hub, either
individually or as part of the organisation’s submission.
The Department would also welcome opportunities
to present at meetings, forums or events during the
can be sent to qualityagedcare@health.gov.au.
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Speak My Language program launched

The Speak My Language program was launched by the
Minister for Ageing and Indigenous Health, the Hon
Ken Wyatt AM MP on Wednesday 22nd August 2018.
The launch was held in Parliament House, Canberra
with over 120 guests in attendance representing aged
care and ethnic radio programs across NSW, Victoria,
Queensland and the ACT.
Minister for Ageing, the Honourable Ken Wyatt AM
MP was the host of the event in collaboration with the
ECCNSW and its partners ECCV, ECCQ Diversicare, SBS
and NEMBC. Minister Ken Wyatt stated ‘Talking about
aged care and navigating the aged care system can
be daunting for older Australians and their families,
particularly those from diverse backgrounds. Innovative,
community-based programs like this will undoubtedly
make the journey easier for many of our most treasured
citizens.’ Photos and an update on the program and
the launch have now been posted on the Speak My
language Facebook with link to the recorded podcast
of the event.
You can also watch a fabulous story by SBS News here.
The ‘Speak My Language –radio conversation
about ageing well’ is a National Program managed
by ECCNSW, in partnership with ECCV, ECCQ
(Diversicare), SBS and NEMBC. It is funded through
the Commonwealth Department of Health under the
Dementia and Aged Care Services Fund. The program
is planning to deliver a structured 6 – 12 weeks aged
care radio program which will be rolled out covering five
states by engaging with different aged care agencies and

ethnic community radio programs in over 25 languages.
We are pleased to inform you that our Mandarin
program in Victoria will be rolled out on radio from 16
August 2018 onwards, every Thursday, from 10am to
10.30am, continuously for 6 weeks.
The Mandarin Bilingual Facilitator Henry Liu from
Chinese Community Social Services Centre (CCSSCI) will
be joined by a guest speaker in the area of aged care
and a radio host from 3CW radio station talking about
My Aged Care, healthy ageing and best tips on how
to age well in Mandarin language. They will discuss six
different topics listed below in the program:1.

My Aged Care

2.

Package Care Options

3.

Assessment Processes

4.

Commonwealth Home Support Program

5.

Residential Care

6.

Wellness, Reablement and Restorative Care

You could listen to this Mandarin program via :
1.

Tune in Radio Channel AM1341

2.

WeChat: AUS-SCW

3.

Or Website: https://right-click.com.au/rcPlayer2/
index.php?c=3cw_chinese

For podcasts or more information about the
Speak My Language program please visit the website
http://www.speakmylanguageradio.com
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Access and Support service –
‘it’s all about the gap’
Authored by: Gabrielle Rukas, Sectoral Development Officer Aged Care & Disability, Ethnic Communities' Council of Victoria

An Australian concept of ‘positive ageing’ might appear
ambiguous to intercultural seniors as they grow older.
Some of them, as migrants, might not have had a chance
to care for their elderly and now for the first time they
are ageing in a ‘foreign land’.
An informed and resilient diverse ageing population
that thrives on intergenerational relationships has
been a focal point and a work in progress for the
Ethnic Communities’ Council of Victoria (ECCV). ECCV
is the peak policy advocacy body for diverse cultural
communities in Victoria. The wellbeing of seniors from
diverse cultural backgrounds is key to achieving a socially
cohesive and inclusive Victorian community.
Imagine being an older person, who has lived in Australia
for over 40 years and for various reasons you have not

Gabriele Rukas (left), Lyn Dundon (ECCV, Gambling Prevention
project), Pamela Bibby, Access and Support officer in Mildura, and
Irene Bouzo, former ECCV EO

had the opportunity to improve your English language
skills. Or perhaps you are a person over 70 and have just
recently arrived in Australia. Where do you start? What
are you entitled to; how do you to detect elder abuse;
how do you reach out and access appropriate services;
who do you ask for an interpreter? And what is My Aged
Care, anyway?
Continuous advocacy by ECCV and other peak bodies
to address the needs of ageing community members
from diverse backgrounds resulted in the Victorian
government support for a number of pilot projects. In
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2012, as a response to the ongoing needs of vulnerable
aged and ageing individuals, the Access and Support
(A&S) service program was developed by building on
previous initiatives. Today, as a part of the service
eligibility, nine ‘special needs groups’ were identified
under the Aged Care Act 1997, including but not
limited to culturally and linguistically diverse, LGBTI,
Aboriginal and Torres Strait Islander populations. Access
and Support workers work across all or most of the
characteristics, applying their knowledge and lens of
intersectionality, which every client identifies with.
For over six years the program has been running to
bridge service gaps, promote wellness and reablement,
and empower vulnerable aged and ageing populations.
A&S play a critical role in assisting seniors from diverse
communities, who experience barriers in accessing
services. Due to the complexity of challenges, referrals
to A&S service are encouraged by way of the range
of pathways: My Aged Care system or community. If
required, the worker can assist a senior with registering
with My Aged Care, through to the assessment process,
until the services they need are accessed.

they are best placed to link individuals in need with the
aged care system and community outside it, in order
to support individual’s independence and break social
isolation.
‘[Due to lack of services] our aged and frail are being told to
find private cleaners, or family to help them’ – Petra Alwer,
Regional and Rural Access and Support
ECCV together with A&S officers continue to advocate
to government to take action in securing the service
sustainability into the future. The continuation of the
role should be seen as a long-term investment to avoid
vulnerable individuals falling through the cracks, thus
ensuring equity to access.
The A&S officer is an aged care navigator, vulnerable
senior’s representative and an advocate with the best
services and supports knowledge in their area. The
A&S program is an early intervention model that would
benefit ageing populations across the nation. ECCV calls
for aged care cross-sector conversations to support our
intercultural and intersectional seniors by retaining the
A&S role.

‘I have had (many!) people crying in relief when they
finally got someone to make sense of it all for them’ –
Sharyn Kerslake, Regional Access and Support
ECCV Sectoral Development Officer supports A&S
across the state, where service gaps in regional Victoria
continue to be much greater than in metro areas. As
system navigators and dedicated advocates for our
vulnerable seniors, A&S have the best understanding of
barriers, as well as knowledge of services in their region;

‘The Access and Support service is unique to the service
system. We work in collaboration with all services and
organisations and always feedback to all stakeholders
to improve the function of the sector. The role is very
valued. I consistently have to advocate for clients to be
assessed. I am able to support a case for why someone’s
needs have increased and identify risks for the client and
carer and to sometimes avoid premature admission to
care, and carer burnout’ – Sharyn Kerslake, Regional
Access and Support

For more information and ongoing conversations please contact ECCV SDO
Gabriele Rukas on grukas@eccv.org.au or 0393549555.
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Ballarat Regional Multicultural Council (BRMC)
Helping regional seniors from the CALD communities
access My Aged Care services in 2018
Authored by Teresa Azzopardi,
Senior Services Coordinator
Teresa Azzopardi’s parents
migrated to Australia from Malta
in the 1950s. Growing up in the
suburbs of Melbourne with a large
European family, her childhood
was filled with love, laughter and
lots of delicious food. As a child,
her favourite way to spend family gatherings was sitting on
the lap of one of her many aunties’ listening to stories of
their journey to the “lucky country”.
Teresa is an aged care professional with 8 years’ experience
in the community services sector. She has been a member
of staff at BRMC Senior Services for two years. She describes
her role at BRMC as “truly my dream job, as I have always
had a passion for working with seniors and a deep interest
in migrants and their stories”.
Theresa sees her role as an opportunity to make a real
difference in the lives of BRMC CALD seniors, supporting
them to have the best quality of life as they age. Her
personal goal is to ensure each senior feels supported
through their journey to the end of life.
BRMC is the peak multicultural agency in the Central
Highlands Region. Our members include 24 Cultural

Associations/Groups and numerous individual and
associate members affiliated with BRMC.
Our mission is to work in partnership with other
community organisations, Cultural Associations and
members to actively promote multiculturalism, cultural
diversity and the wellbeing of all migrant communities
throughout the Region.
BRMC Senior Services
BRMC is funded by the federal government under the
Commonwealth Home Support Programme to provide
Social Support to seniors who are socially isolated and from
a culturally and linguistically diverse (CALD) background. We
currently have 130 consumers that are actively attending, or
other ways involved in our services including Multicultural
Tucker (MCT), Social Hub, Health and Wellbeing Days, Bus
Trips, Home Visiting and Telelink services.
MCT has our largest number of attendees with an average
of 80 consumers attending each month. This service has
been running for 15 years now and is enjoyed by many
consumers from the Ballarat community. MCT is held
every second Wednesday of each month where we offer
a three-course sit down meal featuring a different cultural
cuisine each month. We offer live entertainment, a birthday
cake for all consumers who have celebrated a birthday
during that month and more importantly the opportunity
for consumers to converse in their cultural language.

Filipino women at BRMC Multicultural Tucker
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In April this year the Federal Government rolled out the
new requirement that all CHSP funded services that
have clients over the age of 65 must be registered and
referred through My Aged Care to continue accessing
these services at the subsidised rate.
BRMC Senior Services immediately recognised the
need to develop a support plan to assist consumers to
register, understand, and navigate the My Aged Care
system.
To ensure the new requirement was delivered to
consumers with accuracy and avoid creating concern
and uncertainty, BRMC Senior Services developed a
My Aged Care Champions Committee. The
committee is made up of trusted members of the
community from diverse cultural groups including,
Croatian, Serbian, Maltese, Filipino, Iranian, Polish,
Indian, and German. BRMC Senior Services worked in
collaboration with the newly developed My Aged Care
Champions Committee in successfully distributing the
new requirement to all consumers.
BRMC Senior Services developed a My Aged care
information pack that we distributed to all our clients
with the assistance of our My Aged Care Champions.
The information pack consisted of My Aged Care

Clients at Senior Services Health and Wellbeing Day in June 2018

information flyer, new client enrolment forms (which
included information around My Aged Care
registration, Home Care Packages, and Service
provider details) this information is essential in
establishing consumer eligibility.
Our My Aged Care Champions were essential in
releasing the new government requirement to our
consumers. We continue to collaborate with our My
Aged Care Champions meeting every six weeks to
discuss the progress of the task and any new processes
that may help to navigate the system more effectively.
The My Aged Care Government requirement is
proving to be challenging for our consumers in both
understanding and navigating the system. We are
working with consumers on a one-on-one basis assisting
consumer to register on My Aged Care and access
services. This process takes approximately one hour per
client and is currently unfunded.
It is our observation that seniors, particularly CALD
backgrounds, are left vulnerable with the new My Aged
Care system. BRMC Senior Services is determined and
committed to ensure consumers receive aged care
services they require to assist them to live independently
for as long as possible and enjoy a rich quality of life.
For more information contact Teresa Azzopardi,
Senior Services Coordinator, Ballarat Regional
Multicultural Council Inc. on 03 53 830 613,
teresa@brmc.org.au or www.brmc.org.au

My Aged care Champions meeting
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MiCare—Social support groups for older
Chinese migrants living in Eastern Melbourne

Iris (left) and Paul (right)
are participants in one of
MiCare’s new Chinese social
support groups

Authored by Angela Ng,
Program Development Manager
Iris has been looking for a social group for herself and
her husband, Paul, for a while now as some groups are
full already.
The couple heard about social groups for Chinese
seniors at MiCare from a friend. Iris said they heard
about the new social group starting in Wantirna South
and they decided to attend one to see for themselves.
They thoroughly enjoyed the friendly atmosphere at
their first social gathering.
Iris and Paul are both originally from Hong Kong. They
are happy that they can speak in their own native
language, Cantonese, in the group. The diverse group
comprises of both older female and male Chinese
migrants from all walks of life.
Participants in the group had a lot to share with
one another. They talked about their daily activities,
grandchildren, and food from their Cantonese culture.
The room is full of smiles and exuberant laughter as
participants swapped stories. Iris says, ‘this social
group is great because now we have new friends
whom we share cultural common ground with. We
enjoy the opportunity to be able to converse, eat
and drink with friends.’ At a recent social gathering,
participants had lunch together at a Malaysian
restaurant in Glen Waverly.

Due to the strong demand for social support services
for seniors in the Eastern Metropolitan Region (EMR).
MiCare initiated two new social groups targeted at older
Chinese migrants in August in Knox (Wantirna South).
As well as one group in October in the City of Monash
(Glen Waverly).
The EMR in Melbourne has the highest Chinese
population in Victoria. As such this is also where the
highest number of Victorian Chinese seniors are residing
too. Due to language and cultural barriers, many
Chinese seniors tend to feel lonely and isolated at home.
Especially over time as they become frailer and find it
difficult to attend social activities by themselves.
Iris believes in the importance of continuously making
the effort to go out and meet with people as she and her
husband age. Through these social groups provided by
MiCare, Iris and Paul are able to make their retirement
much more meaningful and enjoyable. Paul tells us, ‘we
have only been here once so far, but we already enjoy
it so much! We really hope MiCare continues with these
Chinese social gatherings long-term so we can attend
them on a regular basis.’
The aim of these social support groups is to improve
participants’ health and well-being, enjoy other people’s
company and make new friends or simply to go out and
enjoy themselves.
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Iris (far left) and Paul
(second from the left)
conversing with friends
from the social group, Doris
(centre) and Lana (far right)

At MiCare we have staff that speak both Mandarin
and Cantonese. We listen to each of their stories
and understand their individual needs. At the end of
each of these gatherings, participants leave feeling
welcomed and supported in the group. A group of
people they now view as their friends.

More details about the groups:

Our social support groups and services promote
healthy ageing. At MiCare we consider healthy
ageing is being able to create the environments and
opportunities that enable people to be and do what
they value throughout their lives. We believe everyone
has the right to experience healthy ageing.
Promoting emotional well-being and socialising are our
key objectives in these social groups. As such this will
help participants enhance their overall quality of life
and enable them to continue to live in the community
with pride.
Our Chinese social groups are growing quickly as
the message spreads among the local Chinese
communities in the east. We are quickly gaining more
and more interest from people wanting to join these
social gatherings!
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Knox Chinese Social Support Group in eastern
suburbs, Melbourne
When:

Every Monday

Time:

9:00 am to 3:00 pm

Where:

City Life Church
1248, High Street Road
Wantirna South 3152

Monash Chinese Social Support Group in
eastern suburbs, Melbourne
When:

Every Wednesday

Time:

9:30 am to 12:30 pm

Where:

Glen Waverley Uniting Church
Cnr Bogong Ave & Kingsway
Glen Waverley 3150
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My Health Record Opt Out Period Ongoing

During 2018 the Australian Government is introducing a My Health Record
file for all Australians. It is important that CALD Australians understand what
MHR is and how it can benefit them. It is also important that they know they
can opt out at any time if they have doubts or fears about the privacy of
their data in MHR.
A My Health Record is an online summary of patient’s
health information. It means that important health
information about a patient such as their chronic
diseases, medication they are taking, pathology reports
and diagnostic imaging reports is stored in one place
and is accessible online to them and can be accessed at
any time by the patient and their healthcare providers.
This means that, whether a patient is visiting a GP for
a check-up or is in an emergency room following an
accident and is unable to talk, healthcare providers
involved in patient’s care can access important health
information, such as: allergies, medicines they are taking,
medical conditions they have been diagnosed with,
pathology test results like blood tests. This can help the
patient get the right treatment.
By the end of 2018, a My Health Record will be created
for every Australian, unless they choose not to have
one. Australians who don’t want a My Health Record will
be able to opt out of having one a four-month opt out
period in 2018. The opt out period started on June 16
and will end on November 15.
During the opt out period individuals who do not
want a record will be able to opt out by visiting the
My Health Record website or by calling 1800 723 471
for phone based assistance. Consumers who wish to
opt out or would like to know more about My Health
Record and require interpreting services are advised
to contact TIS on 131 450 and ask to be connected to
the Digital Health Agency. The cost of the call will be
borne by the Agency.

The new records will be activated when individuals login
for the first time or when healthcare providers access
records in treating their patients. Two years of Medicare
and PBS data will be uploaded, unless an individual
chooses not to include this information. Individuals will
also be able to upload personal notes, advanced care
documentation, and medication and allergy information.
Authorised healthcare providers using approved clinical
information software will also upload health information
on allergies, medical conditions and treatments,
medicine details, and test results.
It is important to note that individuals using My Health
Record strictly set their own privacy control. Each
person controls the information in his or her My Health
Record, and the healthcare provider organisations that
can have access. Individuals will be able to ask their
healthcare provider not to add specific test reports
and other medical information to their My Health
Record. Individuals can also restrict access to specific
information in their record by applying a Limited Access
Code to that that specific document – or by applying
a Personal Access Code to the entire record. To learn
more about the benefits of the system visit:
www.myhealthrecord.gov.au. Information translated
in 17 languages can be accessed here.
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Translated Resources on
Advance Care Planning

Coinciding with Multicultural Health
Week, Advance Care Planning
Australia (ACPA) has released a suite
of translated resources to support
Australia’s non-English speaking
communities and empower them
to take active control of their future
health care.
Advance care planning information
for individuals and their families has
been translated in to 16 languages
and includes audio, online and
downloadable print resources to
address the needs of Australia’s
ageing, multicultural population.

•

•

Vietnamese | TIẾNG VIỆT

Spanish | ESPAÑOL

Australia has a culturally and linguistically diverse (CALD)

• population,
Tagalog
| TAGALOG
with(Filipino)
many people
born overseas and

originating from non-English speaking countries. Access

• to CALD
Vietnamese
TIẾNGtoVIỆT
resources is| critical
minimise the barriers

that some communities face in making informed medical

Australia has a culturally and linguistically diverse (CALD) populati
treatment decisions and receiving patient-centred care.
overseas and originating from non-English speaking countries. Acc
“All Australians,
no matter
background,
should
minimise
the barriers
thattheir
some
communities
face in making infor
be empowered to make their own medical treatment
and receiving patient-centred care.

decisions. We hope that these translated resources
will help
start important
conversations
in our CALDshould be empowe
“All
Australians,
no matter
their background,
communities
and
encourage
more
people
plan for
treatment decisions. We hope that thesetotranslated
resources wil
their future health care,” said Linda Nolte, Program
conversations in our CALD communities and encourage more peop
Director of Advance Care Planning Australia.

care,” said Linda Nolte, Program Director of Advance Care Plannin

ACCC Campaign: Choose your care.
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ACCC Campaign:
Choose your care.
Use your rights
In July 2018 ACCC started a campaign of informing
users of aged care services of their rights in aged care,
specifically the home care services. The campaign aims
to promote new education resources developed by
the ACCC in conjunction with a working group (relevant
government organisations, state ACL regulators, and
industry and consumer organisations) and clear messages
to older consumers and home care service providers
about their rights and obligations under the Competition
and Consumer Act 2010. The primary focus of this
campaign will be the promotion of the consumer directed
age care resources (www.accc.gov.au/agedcare).
The campaign contains some key messages for
consumers and providers of aged care services.
For consumers
>> You have the right to choose your home care provider.
>> When signing up for home care, make sure you take
the time to find the best care for you.
>> Never sign anything you don’t understand. If you
need you can seek assistance from a trusted source,
advocate or legal adviser.
>> Avoid signing anything on the spot. Take your time, ask
questions and make sure it’s right for you.
>> Home care, like any services, should be delivered on
time and with care.
>> You have rights if something goes wrong. Speak up
and use your consumer rights.
>> If something goes wrong or seems unfair you should
talk to your provider. If this fails you should contact the
Older Persons Advocacy Network for help.
For providers
>> Always give clear, honest and complete information
about your home care service.
>> Give customers time to seek advice and make decisions.
>> Make sure agreements are easy to understand and do
not include unfair terms.
>> When you supply home care goods under the consumer
law you guarantee that they are safe, lasting and have
no faults and they do what you say they can do.

>> Home care services must be provided with care
and skill, be fit for purpose and provided in a
reasonable time if no time is specified.
>> Competition laws apply to home care providers.
Make sure to take the time to understand
these laws and how you should deal with other
businesses.
>> Make it easy for your customers to contact you and
make complaints.
>> Understand the laws about unsolicited selling and
remember that commissions can lead to poor
selling practices that may breach the law.
The materials are downloadable from
www.accc.gov.au/agedcare or
www.accc.gov.au/publications.
The following publications are available:
>> ‘Home care – know your consumer rights’ (online
and hard copy brochure)
>> ‘Home care – a guide to your consumer rights’ (a
more detailed online guide)
>> ‘Home care services – know your business rights
and obligations under the competition and
consumer law’ (online and hard copy guide)
The consumer brochure will also be translated into
10 languages available on the ACCC’s website. The
languages that were deemed most relevant for this
sector following consultation with the Federation of
Ethnic Communities’ Councils of Australia are: Italian,
Greek, Chinese (simplified), Arabic, Hindi, Vietnamese,
German, Spanish, Croatian and Macedonian.
The ACCC’s resources were developed in consultation
with a working group consisting of representatives
from: Department of Health; Office of the Aged Care
Complaints Commissioner; Council on the Ageing
(COTA); National Seniors Australia; Older Persons
Advocacy Network; Aged & Community Services
Australia; Leading Age Services Australia; Australian
Aged Care Quality Agency; QLD OFT; NSW OFT; NT
Consumer Affairs; and WA Dept. of Commerce.
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Spirituality in Aged Care:
Launch of an important resource
for aged care organisations

By Ilsa Hampton,
CEO Meaningful
Ageing Australia
A professional development
program designed to equip
aged care organisations
with integrated spiritual
care for older people
was officially launched
on Wednesday 8 August at Churches of Christ in
Queensland Head Office at Kenmore.
The Spirituality in Aged Care Professional
Development Program aims to help the integration
of spiritual care in aged care by embedding
strategies into the everyday practice of staff, and by
mentoring a person-centred care model that gives
staff the confidence to support the spiritual needs
of each resident and client.
Meaningful Ageing Australia CEO Ilsa Hampton
said the program supported service providers
who will be expected to understand and respond
to the spiritual needs of older people under the
new Single Aged Care Quality Standards currently
before Parliament.

“The predominant theme of spiritualty is meaning
and purpose in life, it is not an easy topic for
many people, regardless of their experience
or background, to understand or address,” Ms
Hampton said.
“While spirituality in aged care is not a new concept,
it is one to be explored and embedded into
aged care services if we are to truly support the
wellbeing of seniors as they age. This is a practical
program that provides leaders with the tools they
need to help educate and support their staff to
deliver relevant, appropriate basic spiritual care
for individuals no matter their stage of life or
background.”
The program, which contains a range of educational
resources, has been updated following a successful
trial by Spiritual Health Victoria with more than
100 aged care staff in multiple locations in 2013
and now provides improved ways for organisations
to gently engage their staff in understanding
contemporary spirituality and spiritual care.
For more information about the resources visit the
Meaningful Ageing Australia website.
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Dementia Awareness month—
Small Actions, Big Difference

September is the national Dementia Awareness month.
More information about events in your area will be
published soon here and you can also add your name
to the mailing list and get information straight to your
inbox. See here for more details.
The Dementia Awareness Month is an opportunity
to again emphasise the importance of making our
communities dementia friendly.
A dementia-friendly community is a place where people
living with dementia are supported to live a high quality
of life with meaning, purpose and value.

Dementia Australia has developed a number of
resources to assist all Australians to get a better
understanding of what they can do to contribute to a
dementia-friendly nation.
For more information visit
www.dementiafriendly.org.au
Dementia Australia has developed a number of
resources to be used by CALD communities. The
resources in different languages can be accessed on
Dementia Australia website as well as Your Brain
Matters website.
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Avoid paying extra fees for
bills you receive in the mail

Companies may be charging you extra to send your
bills by mail. This fee may be charged by the business
to cover their costs to print and post your bill.
If you want to avoid this fee, there are some options
that might work for you.
The simplest way is to receive your bills electronically
– by email or via the company’s app. Check the
company’s website or contact the company to find
out how you can change to online billing.
If you are not able to receive bills electronically, find
out if you are eligible for an exemption from paper
billing fees.

Australian Capital Territory
Access Canberra Ph: 13 2281
act.gov.au/accessCBR
New South Wales
NSW Fair Trading Ph: 13 3220
fairtrading.nsw.gov.au
Northern Territory
NT Consumer Affairs Ph: 1800 019 319
consumeraffairs.nt.gov.au
Queensland

Companies have different rules about when they
will give exemptions. Some companies will give an
exemption if customers:

Office of Fair Trading Ph: 13 7468
qld.gov.au/fairtrading

>> Are seniors

Consumer and Business Services Ph: 13 1882
cbs.sa.gov.au

>> Are registered for a concession
>> Receive income support
>> Are on a hardship program
>> Don’t have internet access.
Contact each of your providers and ask if you’re
eligible for an exemption from paper bill fees, and
how to apply.
If you have friends or family who may be eligible for
an exemption, let them know who to contact and how
they can apply, so they can avoid paying extra fees for
paper bills as well.
If you have checked with a provider that you are
eligible for an exemption, but are having trouble
getting your exemption processed, please contact your
local Fair Trading or Consumer Affairs agency for help.

South Australia

Tasmania
Consumer, Building and Occupational Services
Ph: 1300 654 499 consumer.tas.gov.au
Victoria
Consumer Affairs Victoria Ph: 1300 558 181
consumer.vic.gov.au
Western Australia
Department of Commerce Ph: 1300 304 054
commerce.wa.gov.au
Article on how to avoid fees for paper bills is
available in English, Italian, Greek and Chinese are
downloadable from this link:
http://consumerlaw.gov.au/paperbilling/.
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CommBank and KPMG
Back Innovation for Older Australians
innovAGEING, Australia’s first innovation network for
the aged care industry, has today announced the
Commonwealth Bank of Australia (CBA) and KPMG as its
Foundation Partners.
“Today’s announcement is very significant for older
Australians and will help drive the transformation of
aged care in this country,” says Merlin Kong, Principal
Advisor for innovAGEING.
“This support from a major institutional bank and a
global leading professional services firm provides
the network with the solid platform we need to drive
innovation and ultimately deliver a better quality of life
for the growing number of older Australians.
“It really marks the start of our innovation network
scaling to a national footprint and mindset.”
Mr Kong noted that innovation activity has increased
over the past year, and “it’s clear that organisations
are now actively looking for innovative ways to provide
quality care, improve their workforce and organisational
structure, create new revenue channels, and keep up
with changing demand.”
Mr Kong said the CBA deeply understands the aged care
industry’s financial landscape and has already invested
resources in design-thinking, data analytics, visual
tracking, blockchain, and even social robotics.
“The CBA is one of the first major Australian
organisations to focus on consumer experience and how
technology can contribute to this,” he said.
“The focus on consumer-centricity continues with KPMG.
This partnership will not only align our network to
KPMG’s world-class expertise and knowledge in ageing,
but also their Innovation and Digital Solutions Division,
and KPMG Innovate.
“Here’s a professional services firm that is not only
a thought-leader, but one that has demonstrated a
commitment and capacity to making innovation happen,”
Mr Kong said.
Sachin Kumar, CBA National Director for Healthcare and
Aged Care, says the CBA is delighted to have formed this
partnership and is committed to helping drive innovation
in the seniors’ living sector.

“Health and ageing spend as a percentage of GDP
continues to increase rapidly against a back-drop of
increased customer expectations. The current reform
process provides the industry with a chance to take a
fresh look at potential opportunities.
“CommBank’s commitment to the seniors’ living sector
encompasses efforts from improving awareness of
financial abuse to supporting service providers to drive
innovation and improve the wellbeing of seniors in our
community.
“Our CommBank Innovation Index indicates that the
broader healthcare and social assistance industry has
room to further progress an innovation culture and at
the current rate of development, it will soon catch up to
staple innovative industries.
“innovAGEING’s focus on improved outcomes for
consumers and staff, and the need for non-disruptive
organisational change, is aligned to our approach in
fostering industry-wide transformation.
Nicki Doyle, KPMG Partner for Health, Ageing and
Human Services, says that in a rapidly changing market,
innovation is key to staying competitive and delivering
exceptional customer experiences.
“It can be difficult to know where to start and many aged
care providers struggle to embed innovation within their
organisation.
“innovAGEING provides a platform for aged care services
to start small, where staff are encouraged to share their
ideas across the sector, and access expertise from a
range of fields to build on their ideas.
“KPMG is proud to partner with innovAGEING to help
highlight and promote successful innovation within the
industry and the wider community.”
Today’s announcement follows the Commonwealth
Government’s 2017 commitment of $400,000 over two
years to support innovAGEING, and will see the partner
organisations collaborating on a wide range of activities
including Experts-In-Residence programs, events and
workshops, and the National Innovation Awards.
To find out more about innovAGEING please click here,
https://lasa.asn.au/innovageing/.
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8th international conference on
Ageing and Spirituality:
Changing Cultures of Ageing and Spirituality

The forthcoming 8th international
conference on Ageing and Spirituality:
Changing Cultures of Ageing and
Spirituality, will be held in Canberra
27th to 30 October 2019.

Since the first conference was held, this conference has
been hosted by:
Canberra, Australia (first conference)
Durham, UK
Adelaide, SA.
Auckland NZ
Edinburgh, Scotland
Los Angeles USA
Chicago USA

The conference is being organised by the Colloquium
for Ageing Perspectives and Spirituality (previously the
Centre for Ageing and Pastoral Studies) which is now
part of the Australian Centre for Christianity and Culture.

We have invited international speakers and have secured
an excellent venue for the conference. We will be calling
for abstracts to present papers at this conference soon,
do think about what you may wish to submit to the
committee for presentation. More details will be coming.

As these dates are near to the dates (just a little early)
that the first conference was held in Canberra almost 20
years ago, we are excited to be hosting this international
conference again.

The conference will be a great opportunity to meet with
professionals who work with older people and study
their spiritual needs. For those of us who are growing
older the conference will be a chance to hear of latest
scholarship in this field and to engage in the dialogue.
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School of Clinical Services at Queensland
University launches a survey

School of Clinical Services at
Queensland University is looking
into the practices of medication
administration to people with
swallowing difficulties in aged
care facilities.
They would like health care workers and managers
from aged care facilities to complete a 15 20
minute online anonymous survey about barriers
to, and facilitators of administering medicines to

aged care residents who experience swallowing
difficulties. They are looking for any staff member
who is involved with administering medicines to
residents living in an aged care facility. These may
include:
>> Managers of aged care facilities
>> Nursing directors
>> Registered/enrolled nurses
>> Nursing assistants
>> Personal carers
Click here to access the survey.
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