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Hello from Tyrone  
 
 
This time last year we were talking about how 
relieved we were to see the end of the 
Clarence Valley bush fires. 
 
On Wednesday 24th March we received an 
Order to Evacuate Rathgar Lodge from the 
NSW SES due to flooding in the Clarence 
Valley……and so began the flood evacuation 
adventure for our residents and staff. 
 
Our Emergency Response Plan (ERP) is 
continually reviewed and updated.  We 
certainly were able to test the ERP during the 
recent evacuation. 
 
What a fabulous team we have at Rathgar! 
Thank you to our fantastic staff, residents and 
families. Everyone played their part in the 
evacuation.  All agreed it ran as smoothly as 
could be expected.   
 
Thanks to Matthew and the Regional Office 
team for their support and help, particularly 
preparation work to get everything in place 
for the evacuation. 

At relatively short notice were were able to 
safely evacuate residents. Depending on care 
needs, some residents were accommodated 
at one of four local aged care homes, two 
residents were relocated to hospital, two 
were able to be cared for by family and the 
remaining residents and Independent Living 
Unit residents were accommodated at the 
Jacarada Motor Lodge – high and dry on the 
hill overlooking the Clarence Valley. 
 
A special thank you to the local SES team, 
the local Rural Fire Service crew (for assisting 
with transportation and for the use of their 
bus) and the Jacaranda Motor Lodge. We 
appreciate the support extended by the 
management and staff of the four local 
services who made our residents so welcome 
at such short notice – nothing was too much 
trouble and our residents were well cared for! 
 

 
This sunset photo was taken after the residents had 
evacuated. 
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Jacaranda Motor Lodge provided a great vantage 
point to view the Clarence Valley flooding (from 
safety) 
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Rathgar Lodge has been evacuated in 
previous years during flood. Fortunately, flood 
water has never entered the home. The SES 
assess the need to evacuate based on the 
river height and expected flooding of local 
roads and access to Grafton. 
 
I’m pleased to say that everyone was back 
enjoying lunch at Rathgar Lodge by Friday 
lunch time, 26th March. 
 
On behalf of UPA and our residents and 
families, I’d like to acknowledge our staff for 
their willingness to go “above and beyond.”  It 
was a huge effort. 

 

Many staff made themselves available to stay 
and work with residents at the motel, or to 
work at other homes who accommodated 
residents, at a time when staff were 
concerned about their own family and/or 
homes. 
 
You’ll see from the photos there were plenty 
of smiles and some fun had by the residents 
as they relocated for two nights. This is a 
testament to the great work of the Rathgar 
Lodge team.  
 
I’ve received many lovely messages of thanks 
and appreciation from residents and family 
members.   Feedback, both compliments and 
suggested improvements, is always welcome 
and shared with the team.   
 
I hope you enjoy some of the photos of 
various activites over the last few weeks.  A 
big shout out to the team for their continuing 
dedication to keeping residents connected 
with family and friends, and entertained, 
during lock down periods.  

We are all thrilled that bus trips (picnics at 
parks, country drives) have re-commenced.  
We are all hoping the outings can continue 
and the lockdowns become less frequent. 

Just a reminder, my door 
is always open if you 
need to speak to me 
personally.  We can 
arrange a time that suits 
to meet and talk. 
 
 
Tyrone Dungey 
Care Manager  
Rathgar Lodge 
 
 
  

 

 
 
Resident Pat and Staff Member Ann returning to Rathgar Lodge 
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From the Regional 
Manager  
 
As Autumn brings some cooler weather, we 
are making preparation for not only flu 
vaccination for our residents and staff, but 
also the national rollout of the COVID-19 
Pfizer vaccine.   
 
Residents in a number of UPA homes across 
the state have already had the first dose, with 
preparations underway for the delivery of the 
second dose.  The Care Managers will be in 
touch with all the information as it is made 
known by the local Public Health Unit.  
 
In February we circulated information and 
consent forms for residents and family 
members around the National COVID-19 
Vacciniation Program.   
 
Don’t hesitate to speak to Tyrone if you have 
any questions or concerns. UPA supports the 
vaccination program, as the Government 
advice indicates this will be an important step 
in keeping our communities safe from serious 
illness due to COVID-19. 
 
The past twelve months has seen many 
Government regulations and restrictions 
around resident outings and visits to our 
homes.  I’d like to thank residents, families 
and friends for your support as restrictions 
change. We appreciate this often brings 
incovenience. These changes are always 
implemented in accordance with the 
Government Guidelines, with the safety and 
wellbeing of those in our care the priority. 
 
One important new Scheme introduced from 
1st April 2021 by the Government is the 
Serious Incident Response Scheme (SIRS). 
Tyrone and his team have provided 
information to residents and family members 
in recent weeks.  Some additional information 
is included with this newsletter.  Please take 
the time to familiarise yourself with those 
details.  
 
 

 
I’d like to congratulate Tyrone and the 
Rathgar team for their excellent work and 
care during the recent evacuation of Rathgar 
Lodge residents due to flooding in and 
around the Clarence Valley.   
 
This huge logistical exercise was 
professionally executed, with the wellbeing of 
our residents remaining the focus.  Tyrone 
and his team ensured families were informed 
and updated on each step, whilst managing 
the various government and emergency 
agencies that coordinate these incidents. 
 
I should also acknowledge and thank all our 
UPA staff who continue to do a great job.   
 
The pandemic has caused constant change 
due to Government regulations. They have 
been required to wear masks and adapt to 
the latest rule changes, sometimes on a daily 
basis.   
 
What doesn’t change is the wonderful care 
our team deliver.   I was reminded of this 
recently during the Rathgar Evacuation.  I saw 
first-hand the staff interactions with residents, 
their genuine care and respect was very 
evident. 
 
Matthew Ashby 
Regional Manager 
 
 

 
All Hands on Deck! Matthew helping out as 
residents return home to Rathgar Lodge. 
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CONSUMER 
EXPERIENCE SURVEY 
RESULTS 
 
Recently, the annual Consumer Experience 
Surveys were run in each service across 
UPA, through an external benchmarking 
company called QPS (Quality Performance 
Systems). 
 
The results from that survey are available to 
everyone at each service.  The results are 
also discussed with residents and Action 
Plans developed to focus on those areas 
where improvements were suggested. 
 
Some key results include: 
 
The Net Promoter Score (NPS) establishes 
the likelihood of a resident to recommend our 
services to family or friends.  Rathgar 
achieved a NPS of 70.0 – which is a great 
results. 
 

 
 
 

 

 
 
 
 
 

Resident Feedback 
 
Here are a few of the comments about areas 
our residents are “Most Satisfied with”: 
 
 

“Appetising and tasty food 
and drinks” 

 
 

“Involved in planning & 
making decisions about the 

care & services I need” 
 
 

“Pleasant, inviting and 
comfortable relaxation 

areas.” 
 
 

“Staff spending enough time 
to provide the care & 

services, I need” 
 
 

“Having a homelike 
atmosphere” 

 

RATHGAR LODGE – Resident Meetings 
Just a reminder, our Resident Meetings are usually 
scheduled for the 3rd Tuesday of the month. 
Check the latest Activites Calendar for the details. 
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About the new Serious 
Incident Response 
Scheme (SIRS) 
As an aged care consumer, you have the 
right to safe and quality care and to live 
without abuse or neglect. 
 
The Serious Incident Response Scheme 
(SIRS), a new Government initiative was 
introduced from 1st April 2021  to help 
reduce the risk of abuse and neglect for 
people living or staying in a residential aged 
care home.  
 
The scheme requires aged care providers to 
identify, record, manage, resolve and report 
all serious incidents that occur, or are alleged 
or suspected to have occurred, in a 
residential aged care service. 
 
Underpinning the SIRS is a requirement for 
residential aged care providers to have in 
place an effective incident management 
system – a documented set of protocols, 
processes and standard operating 
procedures – to manage all incidents, 
respond to incidents, and take steps to make 
sure they do not happen again. The incident 
management system covers a broader range 
of non-reportable incidents and include 
incidents that involve staff or visitors. 
 

Serious incidents include those where the 
consumer experiences: 

• Unreasonable use of force 

• Unlawful sexual contact or inappropriate 
sexual conduct 

• Unexplained absence from care 

• Neglect 

• Psychological or emotional abuse 

• Unexpected death 

 

 

 

 

 

• Stealing or financial coercion by a staff 
member 

• Inappropriate physical or chemical 
restraint 

 

We hope the attached Fact Sheet “What is 
the SIRS?” provides some further clarity 
about the new Scheme. More information 
about the SIRS can also be found on the 
Commission website: 
 
www.agedcarequality.gov.au/resources/wh
at-sirs-fact-sheet-aged-care-consumers 

 
 

 

UPA Consumer 
Feedback and 

Complaints Process 
 
Do you have a comment, complaint or 
suggestion? 
 
UPA regularly seeks input and feedback 
from consumers, carers, the workforce 
and others to inform continuous 
improvements for individual consumers 
and the whole organisation. 
 
Your Resident Handbook documents the 
formal process.  If you have any questions 
or concerns at any time, please speak to 
the RN on duty, or the Care Manager. 
They will be more than happy to step you 
through the process and assist address 
your question. 
 

http://www.agedcarequality.gov.au/resources/what-sirs-fact-sheet-aged-care-consumers
http://www.agedcarequality.gov.au/resources/what-sirs-fact-sheet-aged-care-consumers
http://www.agedcarequality.gov.au/resources/what-sirs-fact-sheet-aged-care-consumers
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Around Rathgar Lodge  
 

 
Bell cooking up a storm 
 

 
Happy Birthday Pearl 
 

 
Outings are always popular ���� 

 
Syd and Thelma 
 

 
Happy Birthday Joe 
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The mighty Clarence River at Rathgar Lodge Ulmarra 
on 24th March.  
 

 
 
Angela’s office with a view during the flood evacuation. 
 
 
 

 
 
Our independent living unit residents during the flood 
evacuation. 
 
 

 
 
Meal time at Jacaranda Motor Lodge 
 

 
 
Residents enjoyed the deck areas at Jacaranda Motor 
Lodge.  
 
 



 

  
The Rathgar Chatter - Autumn 2021 : Page 8 

 

UPA’s Values – Compassion  Respect  Integrity   Kindness   Inclusiveness 

 
 
John enjoying his room with a view 
 

 
 
Thanks to the SES, RFS and community volunteers who helped out with the flood evacuation  
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It’s time for change. 
 
It’s time to fight for a world-class, rights-based aged care system that meets the 
needs of older Australians now and into the future. 
 
It’s time to care about aged care. 
 
We are lobbying the government to make the changes recommended by the Royal Commission into Aged 
Care. 
 
We need your help. 
 
Please follow the link below to sign the petition.  
 
Please pass onto as many people as possible. 
 
Each petition signed will go directly to our local Federal Member. The more people on the petition the 
better to show our local member we Care and we need them to act. 
 
Please follow the link below. 
 

https://www.careaboutagedcare.org.au/  
 
Thanks 
 

 
 

  

https://www.careaboutagedcare.org.au/
https://www.careaboutagedcare.org.au/
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Do you have family or friends that might like to 
experience UPA Home Care?  
 
Did you know we deliver UPA Home Care services in the Clarence Valley and Mid North Coast 
Area?  Our Home Care team can help your family or friends access care options and explain  the 
process. We deliver home care services across a large area - from the Gold Coast / South East 
Queensland area, south to Port Macquarie. 
 

Simply call 1300 026 594 or visit upahomecare.com.au 

 
 
 

UPA NORTH COAST CONTACT DETAILS 
North Coast Regional Manager Matthew Ashby (02) 6628 5559 
Greenhills Lodge Care Manager Tracey Brooke (02) 6672 3435 
Richmond Lodge Care Manager Fran Holmes (02) 6662 1937 
Rathgar Lodge Care Manager Tyrone Dungey (02) 6644 5475 
Home Care Manager Kylie Collier 1300 026 594 

 


