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FROM THE REGIONAL MANAGER
Welcome to the first edition of 2019!
It seems so long ago that we enjoyed Christmas and brought in the New
Year. I trust everyone had an enjoyable season and got to spend time with
those meaningful to them. It has certainly been very busy for us at UPA over this
period, with two particular packages of work requiring considerable attention from
myself and the senior team.

U

PA auspices the
Commonwealth Respite
& Carelink Centres (CRCC)
in the North Coast who
provide all manner of
support to Carers in our
region, and have done
for many years. The
government has been
working on a new way to
support carers for some
time and the final version
was released to tender in
November with submission
due on the 14th February. I
have been working closely
with Program Manager
Alison Laverty and our
Consultants; Verso, to
come up with a model that
will best meet the needs
of Carers in our region
within the confines of the
tender requirements. Our
CRCC teams have made a
difference to Carers for such
a long time now and we are
keen to continue this into
the future. We now keep
our fingers crossed until
about May.
I am sure you would all
be aware that we are now
in the midst of a Royal
Commission into Aged
Care. There has certainly
been some disturbing
media coverage and I am
sure there will be more to
come as the process goes
on. In preparation for this
process, the top 100 largest
providers (by bed licences
and income) were asked
to provide a submission to
the Commission covering
a range of errors but
including incidents and

errors going back five years.
I am pleased to note that
in compiling this for our
region, whilst noting there
is always opportunities to
do better there was nothing
deeply alarming either.

changes. As part of that
process myself and Regional
President Mr Lindsay Doust
went on a road trip around
our services to discuss the
strategic plans for each
service. It was fantastic

Should something come
up in the process however I
am confident in UPA’s firm
value of owning our errors
and as such working to
reach a solution. I would
also take this opportunity
to again acknowledge the
amazing people that work
for our services and note
that however the aged care
sector might be portrayed
in the coming months, you
are the life and soul of our
organisation and I am proud
and thankful for the work
you do every day.

experience and we enjoyed
it immensely. Getting to
meet our stakeholders and
hear their views was so very
informative for us and has
lead us to schedule this as
a regular event to be run
every year. If you missed
the meetings but would
like to give feedback or talk
to us, you can contact the
Regional Office on;
02 6628 5559 or
info@northcoast.upa.org.au

Also, keeping us on our
toes is the impending
new quality standards
and preparing for these
2

Until we meet again take care
and be kind to one another.
Whenua Morton,
Regional Manager
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STORY COMPETITION ANOUNCEMENT

AS I SEE IT
Thank you to everyone who entered our Short Story Competition!
We asked you to submit your real stories, anything you’d lived or seen that you wanted
to write about. The competition was fierce! We had some of the RE members judge the
stories and are delighted to announce that…
The winner is Nancy Barber!
Nancy, congratulations, you’ve won a $100 shopping voucher for your choice of supplier.
Congratulations also to our runners up John Rolfe and Lorene Baker who have each won
a $50 shopping voucher.

“As it was”
By Nancy Diana Barber

M

y name is Nancy and
I was born in 1936 to
wonderful caring parents
and with five siblings, we
lived on a small nine-acre
mini farm at North Ryde
in Sydney. We had various
animals, including a cow,
living off the land, of which
I have a lot of praise for
my loving parents. We
had everything a child
could ask for including
a wonderful vegetable
garden, that also consisted
of various fruit trees.
We had many available
entertainment resources in
the 1950’s such as theatres,
dance halls, and parks. In
those days, I am talking
about the 1950’s, living
was an absolute joy. It was
at one of these venues,
at 14 years of age and at
the movies, I met a young
man who I almost covered
with a milkshake whilst
pushing through the crowd.
We laughed, chatted and
exchanged names and this
was “the beginning of a
wonderful friendship”.
I looked forward to going to
this venue every Saturday
night, looking out for my
dear Ern. Ern was 17 at
the time and I was 14. Our
UPA North Coast Newsletter

friendship bloomed, and
as Ern had a motorbike, he
would come to my house
and ask permission to take
me for a ride, and to visit
his family at Lane Cove. “As
long as you take good care,”
my father insisted.
We were very young, but
we had the world at our
feet. We had so much in
common as both our families
had sport as our common
denominator. My parents
raised us with a tennis court
in our back yard and Ern was
a bantam weight boxer as
his father was feather weight
Australasian champion.
Our mothers played social
tennis and became great
friends. In fact, our families
became the best of friends.
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As the years went by,
Ern and I continued to
become more mature
and our friendship never
waned. We shared holidays,
camping in particular as
another passion with our
families was fishing. We
all headed down south to
Narooma camping in our
tents and the adults resting
and playing cards. What
wonderful years they were.
But fishing was at the top of
the list of things to do. I can
still smell the aroma of the
wood fires cooking our fish
and superb prawns.
When we reached the ages
of myself 18 and Ern 21, we
were chatting as usual and
Ern piped up and said, “hey
Nance, I think it would be
great if we got married.”

STORY COMPETITION ANOUNCEMENT
He got down on one knee
asking, “will you marry me”.
He’d probably never heard
of this tradition of ‘asking
for hand in marriage’. Well
I most certainly agreed on
the spot, of course I agreed
that we should marry. A few
weeks later Ern suggested
that we take the bus into
the city as he had a surprise
for me. I was anxious to
know what the surprise was,
but he didn’t let on.

However, I did marry Robert
and started a family, and
the tide turned. He did not
have the charm he once had
and became very violent. I
had three beautiful children
and after 13 years of turmoil,
violence and cruelty, with
my children we left this
terrible situation and with
my parents blessing moved
to the Gold Coast.

Alighting off the bus in
York Street, we walked on
down to George Street.
We stopped out front of a
jewellers, went inside and
chose an engagement ring.
I was very excited and so
happy. We kept the ring in
its box as Ern wanted to
take me to a restaurant for
lunch to celebrate. I wanted
so much to wear the ring,
but both of us being very
shy, Ern reached under
the table and slipped the
ring on my finger. We were
engaged and happy.
Some time went by and
although still very happy
we started to get other
interests. My brother was
in a motorbike club which
interested me, and I went
along to several meetings
and was talked into
becoming secretary for the
club. I became very involved
and Ern and I started to drift
apart having other interests.
Whilst attending meetings,
I met a young man who
swept me off my feet with
his charisma, charm and…
convincing me that I should
marry him. Brushing him off
as best I could, always with
my Ern in the background,
my best friend.
Very stupidly I broke off my
engagement to Ern…

Opening the front door, I
saw my Ern standing there.
“Hi Nance, how are you?
Can I come in for a chat?”
I was speechless, thrilled,
so happy to see my dearest
friend from 21 years earlier.
Ern was divorced, and from
that moment on, we saw
each other a lot… and we
started our new life back
together. It seemed as if we
had never been apart.
I was promoted with my
job in Sydney and had the
chance to open a new store
at Coffs Harbour. We moved
to Coffs in 1980 and in 1984
we happily married with our
children there to support
us. I have two sons one
daughter and Ern has two
sons. Our marriage was only
delayed by 28 years.

Divorced on the grounds of
cruelty, we lived a wonderful
life at Tweed Heads. I
learned from my mother
that Ern had married and
was living a few streets
away. Ern was never out of
my thoughts.
Seven years later, with my
daughter married and with
my eldest son in the Air
Force, my dearest mother
passed away. So, with my
youngest son, I returned to
Sydney to be with my dad.
On the evening of 14th
February 1977, (yes,
Valentines day), there was a
knock at the front door. Dad
and I looked at each other
wondering who it could
be and I felt a strange chill
running through my body.
4

After living at Coffs Harbour
for 20 years, we moved
to Tweed Heads in 2001.
We bought our house and
had a wonderful life full of
laughter, as my Ern was a
very funny person. We had a
little tinny and yes, we went
fishing every week, just like
in the good old days.
Our children all married,
and we have ten
grandchildren and four
great grandchildren.
And we lived happily ever
after…
Then came the 2nd of
September 2013. My soul
mate, my best friend,
passed away.
I loved and adored my Ern.
He walks beside me.
Until we meet again my
true love…
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FOLLOW US ON FACEBOOK

W

e wanted to share
some of our popular
Facebook posts with you
all, and remember, if you
haven’t liked our page yet
it’s @UPAnorthcoast.
Our post featuring
Greenhills Resident Ron the
butcher (pictured right)
generated lots of positive
interest. In fact, over 10,000
people were reached! There
were a whopping 56 shares,
826 likes (on the original
post and its shares), and
175 kind and encouraging
comments for Ron from
friends, acquaintences and
lots of strangers too.
Check out a photo of our new
car signage. This is the first
car finished. We will have 3
Kia’s on the road in with the
signage from Thursday in the
Tweed/Gold Coast/Tweed
Coast/Murwillumbah areas.
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The Activity
Calendars for
each of our
sites have
been posted
regularly to our
Facebook page
so you can stay
in touch with
what’s on in the
Lodges there.
UPA North Coast Newsletter
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MEMBERSHIP AND VOLUNTEER INFORMATION
Memberhip
UPA is a membership-based
organisation, created with
the intention of helping
the most vulnerable in
our community. UPA
continues to operate with
this intention driving our
services. But, in order
to do this we need the
community as well. It is the
voice of our community
that guides our service
delivery. Membership and
volunteering has changed
in modern times, but UPA
are determined not to let
go of the philosophy that
underpins our service.

and vote on who guides the
UPA through the Regional
Executive of the region. You
can hear what is happening
in our services and voice
your thoughts and ideas
on how we can improve
our services at any time
and through our regular
members meetings held
throughout the region. The
cost of membership is a gold
coin donation annually. To find
out more about membership
please contact the Regional
Office by phoning
02 6628 5559 or email
info@northcoast.upa.org.au.

Become an Auxiliary
Member

Become a Volunteer

We thank you for your
interest in applying for
membership as this reflects
a commitment to the work
of UPA. Your signature
on the Application
Form indicates that you
subscribe to the objects
of UPA and agree to be
bound by the Constitution
of the United Protestant
Association, UPA’s Code of
Conduct, and UPA Policies
and Procedures.

The residential services all
have an Auxiliary group.
These extraordinary
individuals meet regularly
to enjoy a social gathering
whilst contributing fantastic
fundraising to assist our
residential facilities get
those extra things that help
improve the quality of our
services and residents’ lives.
For more information please
phone our Regional Office
on 02 6628 5559.

Philosophy of care
The United Protestant
Association, (UPA) is a
Christian organisation that
aims to provide quality
service and care. We believe
that every person that we
care for has the right to
live in peace with dignity,
respect and security. That
right does not diminish,
irrespective of age.
We welcome people from
all religious and cultural
backgrounds. We convey
compassion, kindness,
respect and honesty in
our work. Our staff and
volunteers encourage and
empower those we care for
to choose their own path.
Mindful of how we ourselves
would like to be treated,
we aim to provide a caring
atmosphere of Christian
love and understanding.
When we have failed to live
up to our mission, values or
philosophy of care we will
seek to make amends.
Become a UPA member
As a member you are
entitled to attend the AGM

Whatever your skills or
availability we would love
to have you as part of the
team. Our services benefit
greatly from volunteers
with many activities are not
possible without your help.
If you would like to know
more either pop into the
local service or contact the
Regional Office to find out
more phone 02 6628 5559,
or email info@northcoast.
upa.org.au.
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STRATEGIC PLANNING FORUMS
Thank you to everyone who participated in the Strategic Planning Meetings held at each
of our sites during January. The feedback received from our stakeholders is valuable.
If you missed the meetings but would like to give feedback or talk to us you can contact
the Regional Office on; 02 6628 5559 or email info@northcoast.upa.org.au.
Some of the feedback from the meetings were:

“Interest and ideas
on promoting UPA
Membership amongst
family and friends of UPA
consumers”

“Facilitating family
engagement through
promoting meetings
dates in advance and
utilizing the Facebook
Page for more
communication”

About the new Aged Care
Quality Standards.
Attendees at the recent
meetings were interested
in hearing about the new
Quality Standards.
As of 1st July 2019,
residential aged care
and home care will come
under the one framework
of Quality Standards. This
new framework consists of
eight standards which UPA
will need to meet in order
to deliver an even higher
quality of care and services,
with our residents and
clients (or “consumers”) as
our main focus.
These standards are
outlined below. Each one
is about an aspect of care
that contributes to resident
or client safety, health
and wellbeing. UPA, as
a service provider, must
deliver care in line with the
new standards, in order
to be compliant with the
Commonwealth Government
Regulations. The graphic
shows which aspect of care
these standards relate to, (or
see the following list):

UPA North Coast Newsletter

1. Consumer dignity and
choice
2. Ongoing assessment and
planning with consumers
3. P
 ersonal care and clinical
care
4. S
 ervices and supports for
daily living
5. O
 rganisation’s service
environment
6. Feedback and complaints
7. Human resources
8. Organisational
governance
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“Family members are
keen to learn more
about dementia and
palliative care”

WE WELCOME YOUR FEEDBACK

FEEDBACK AND COMPLAINT’S HANDLING PROCESS AT UPA
UPA strive “to establish an effective and consistently applied framework for the
management of complaints and feedback to enable UPA care services, activities, systems
and processes to be continuously improved.
Underpinning our Complaints and Feedback Policy and our procedures for resolution
are principles of natural justice, and we support the right of residents, clients and
stakeholders to equal and fair treatment, to protection of confidentiality, to promptness
of response, and access to advocacy support”. (Ref: UPA, Care Manual, Policy and
Procedure: Complaint’s Handling Manual, September 2017).
The Process:
•	On entry to the service
all residents and clients
are presented with an
information package that
includes a copy of our
“Complaints / Comments
/ Feedback Form”.
•	Should any residents /
clients/ carers need
assistance in completing
the form, such assistance
will be provided.
•	The processes for raising
a complaint, and those
for accessing external
complaints support
mechanisms, are as
explained in the Client /
Resident Agreement.
•	All residents and clients
have the right to access
and be supported by an
independent advocate
of their choice to assist
them through the
complaints process.
•	Residents and clients
may raise concerns or
complaints in writing or
verbally to a member of
our care staff or through
a phone call to their
Care Manager, Program
Manager or directly onto
the Regional Manager
(details below).
•	Managers/staff
members receiving a

verbal complaint will
document the issue on
the compliant / feedback
form so that a written
record is maintained.
•	All Internal Complaints
Resolution Process
Investigations will be
conducted in a manner
that protects rights,
confidentiality, fairness
and equity of resident’s
clients and advocates.
Complaints received will
be dealt with promptly.
•	A response to serious
complaints is initiated
within two working
days of its receipt. It
is anticipated that the
majority of complaints
will be able to be resolved
8

to the complainant’s
satisfaction within 30
days of the complaint
being raised.
•	All complainants will be
kept informed of any
investigation resulting
from the complaint,
including actions taken to
resolve the issue.
•	Should the complainant
feel that the issue has
not been resolved to
his/her satisfaction, he
or she may pursue the
complaint through the
steps identified in the
Client Agreement or onto
the Aged Care Complaints
Commissioner.
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WE WELCOME YOUR FEEDBACK

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)
and results from that survey are available to everyone at each service. I would like to
share with you, part of the results we received.

O

ne of the major
strengths from the
North Coast Region was in
the Care Approach domain
of the survey, with all three
homes rating good to
excellent, in the consumer
responses.

with staff being kind,
supportive and helpful,
treating people as
individuals, making people
feel safe and secure, and
being sensitive to consumer
needs, all in a genuinely
caring way.

This area of the survey
measures factors concerned

All of our homes rated well
above 80% in all areas of

this domain, which is a
great result.
Other areas that rated high
in the surveys included
maintaining community
contact, cleaning
and laundry services,
accommodation and living
services and wellbeing and
overall satisfaction.

Comments in ‘what you most like about this home’ included:

RATHGAR LODGE

RICHMOND LODGE
‘Friendly staff
and service’.
‘Very home like
and staff are all
very helpful’.

Percentage Score

80

‘I have been treated
as I would in my own
home with warmth
and respect’.
‘Making friends and
happy environment’.

Consumer Experience Survey January 2019
Staff supporting your overall wellbeing

70

Excellent

60

Good

50

Fair

40

Poor

30
20
10
0

GREENHILLS
LODGE

RATHGAR
LODGE

RICHMOND
LODGE

Aged Care Facility
UPA North Coast Newsletter
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GREENHILL’S LODGE
‘Homely feel to it. Nice
views. Lovely staff’.
‘Home. Very
welcoming and
relaxed’.

In conclusion, the North
Coast Region sits well
against the industry
benchmark. We look
forward to improving care
and services identified from
these results into the future.
Fran Holmes
Regional Quality
Co-oridinator

HOME CARE

MESSAGE FROM KIM
Welcome to the first Chatter of 2019. I hope that this New Year
will be a peaceful and happy one for you and your loved ones.
Feedback and Complaints

Become a member of UPA

While the aged and home
care industry is currently
in the media spotlight with
the Royal Commission
into Aged Care underway,
the Home Care Team look
forward to continuing to
provide you with high
quality care and services.

On the 24 January 2019 we
held a Strategic Planning
Forum at our office in
Tweed Heads where our
Regional Manager Whenua
Morton, Regional Executive
President Lindsay Doust
and myself met with staff,
consumers and their family
th

We pride ourselves in
putting our consumers
first and at the centre of
everything we do. We are
committed to our mission,
values and philosophy
and when we have failed
to live up to them, we will
seek to make amends. Your
feedback is important to us
and helps to continuously
improve or care and services.
Anyone can raise a
concern with us about the
quality of care or service
provided. This includes our
consumers receiving care,
family members, advocates,
staff and volunteers. No
complaint is too big or small.
Complaints can be made
openly, confidentially or
anonymously using our
Feedback Form.
If you have raised a concern
with one of our team
members and the issue is
not resolved, please do
not hesitate to contact
me directly by email to:
kryallmanley@northcoast.
upa.org.au or on
1300 026 594.

form and paid the cost of
membership - $1. If you
would like to find out more
information and become
a member of the United
Protestant Association,
please contact me directly
by email to: kryallmanley@
northcoast.upa.org.au or on
1300 026 594.
Aged Care Quality
Standards
As part of the Forum.
An overview of the new
single Aged Care Quality
Standards effective 1 July
2019 was provided. There
are 8 standards that clearly
define what good care
should look like:
1. Consumer dignity and
choice
2. Ongoing assessment and
planning with consumers

to gather feedback and
information about the future
direction of the United
Protestant Association
(UPA) and the Home Care
program. A brief outline
of the history of UPA was
given and information on
how to become a member
of UPA was provided.
UPA is a member-based
organisation and anyone
can become a member. It is
pleasing to see that several
people who attended
the forum are interested
in becoming involved
as members and have
completed their application
10

3. Personal care and clinical
care
4. Services and supports
for daily living
5. Organisation’s service
environment
6. Feedback and complaints
7. Human resources
8. Organisational
governance
The new standards make
it easier to check that you
are receiving good care and
that the Home Care Team
is caring for you and your
individual needs.
Kim Ryall-Manley
Program Manager
The Chatter • Edition 9, Autumn 2019

HOME CARE

GETTING TO KNOW OUR CONSUMERS
Pamela Blakeway

Hobbies?
Before – swimming,
teaching swimming, walking
the dog and gardening.
Now – I love reading. I was
recently informed by the
Tweed Heads library that
people who haven’t got
transport or are physically
unable to get there can
have books delivered every
month free of charge.
It’s called a Homebound
Service. I also enjoy doing
crosswords or any puzzle. I
like watching quiz shows and
Andre Rieu DVDs. I also enjoy
keeping in touch with my old
nursing friends in Adelaide.

Nickname?
I don’t have a nickname…

Pet hate in life?
I don’t have any.

Earliest childhood memory?
Playing on the beach with
my little brother. We lived
near the ocean in Kangaroo
Island and we enjoyed
playing at the beach.

Thing in life you are most
proud of?
My nursing career of over 40
years and teaching children
to swim when I was younger.

VOLUNTEER PROFILE
Jackie Bliss
Nickname?
I don’t have one.
Hobbies?
Gardening, renovating our
home, surfing the internet
and watching movies.
Favourite Movie?
Australia.
Favourite Place to eat?
Anywhere as long as I don’t
have to cook.

UPA North Coast Newsletter

Favourite Holiday
Destination?
Anywhere warm.
How long have you been a
volunteer with UPA?
Since January 2019.
What do you enjoy most
about being a volunteer
with UPA?
I volunteer in the Tweed
Office. It has a great office
atmosphere and I enjoy
learning more about aged
care services – I’m not
exactly a spring chicken.
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Favorite movie?
Dr Zhivago.
Favorite place to visit?
Fiji is my favourite place to
visit because the Fijian’s are
so nice. We have done a
Yasawa Cruise through the
islands for 5 days surrounded
by beauty, beautiful clear
water and lovely people.
How did you become a
consumer of UPA?
The social worker from the
hospital put me through
to you because I needed
good help.
How has UPA helped you
the most?
I look forward to my care
workers visiting to keep
me company. They all help
me in different ways and
it means so much to me.
Having help with anything
that I can’t do anymore,
means a lot. The UPA
transport drivers are so nice,
helpful and so wonderful.

HOME CARE

ANDRÉ RIEU’S SYDNEY TOWN
HALL CONCERT IN CINEMAS
An Australian Celebration!
he King of Waltz, André
Rieu, with his Johann
Strauss Orchestra, sopranos
and tenors, filmed a special
live concert at the Sydney
Town Hall in November 2018.

T

magical cinema experience
with show tunes, classical
music favourites, dancing
and plenty of festive fun in
the lead up to Christmas. A
great time was had by all!

Australia was the first in
the world to see it on the
big screen. The Home Care
Team organised a group
outing to see the limited
screening of this spectacular
concert at Event Cinemas in
Coolangatta. It was a truly

Andre Rieu will be returning
to cinemas with his
Maastricht Concert – Shall
we Dance in July 2019.
If you would like to see the
Maestro in cinemas in July
2019, please contact the
Tweed Office.

Everyone attending the Andre Rieu Event organised
by the Home Care Team had a most enjoyable time
– lots of smiling faces tell the story!

12
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GREENHILLS LODGE

ANN AND TONY HAPPY HOUR
F

ridays Happy Hour at
Greenhills is always
a hit. Residents enjoy
some great toe tapping
live entertainment, an icy
beer, glass of wine or nonalcoholic punch.
Jim’s wife Shirley often
visits him to enjoy lunch,
Happy Hour and a glass of
red with her Husband.
Our regular volunteer
Tony is always a popular
performer and knows
how to pull a crowd. The
residents are especially
enthusiastic when Tony
convinces Ann our support
staff worker to join him in a
tune or two.

PAINTING CLASSES IN FEBRUARY
Painting classes have
recently been introduced at
Greenhills Lodge. We played
relaxing music and chatted
for a couple of hours while
learning new skills or
refreshing old ones.
It proved to be a very
social activity where
residents were heard giving
little compliments and
encouraging one another.

UPA North Coast Newsletter
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GREENHILLS LODGE

PHYSIO FUN
O

ur residents at
Greenhills are very
fortunate to have an inhouse
Physiotherapist, Mary.
They also benefit from
regular Physio students
doing their placement and
bringing not only their
skills but also some new &
youthful faces to the facility.
Three times a week our
team run the very popular
“Physio Fun” exercise
program. Not only do they
do a professional job, but
you can see by this picture
that the emphasis is on
making exercise fun!

LORENE
AND BRIAN

COURTYARD
BBQ

On any given day you will
find Lorene and Brian head
down doing Colouring Art
in the Greenhills Activity
Room.

Every month our Greenhills
residents enjoy a Courtyard
BBQ where they enjoy an
icy cold beer, glass of wine
or a non-alcoholic beverage
or two.

Not only do they find it
relaxing and social, but they
are also proud of the fact
that some of their work has
now brightens the walls of
an orphanage in India and
has also been turned into
farewell and greeting cards
for staff and residents here
at Greenhills.

Our resident Bill brings
along his record player and
our maintenance man Darryl
(Dazza) dons his apron
& chef hat, prepares his
famous rissoles and onions
and fires up the barbie.
It’s always a great day and
one that both staff and
residents look forward to.

14
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RATHGAR LODGE
Rathgar Lodge has been very busy this past year and we welcome
the beginning of 2019. We are happy to announce the completion
of the C Wing refurbishment and the official handover.
The maintenance shed is well under way and will be followed by
the staff room upgrade in the existing maintenance shed.

Thanks to The Tempramentalists for their wonderful entertainment.

Margaret Stalker and her son John

A

s we moved into
Christmas, the resident
Christmas party was a
beautiful day, entertainment
by The Tempramentalists.
Many family members
joined us and as always our
cooks excelled their cooking
skills and the Activity
team decorated the Dean
Centre in true spectacular
Christmas festivity.
Rathgar welcomes new staff
to the team, Registered
Nurses Tyrone Dungey and
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Joan Duncan and daughter Helen

Amy White, Care Staff,
Karen Hunter, Danielle
McKenzie and Robyn Bolton
and Catering staff TJ Davis.
The QPS relative survey
which many family members
completed produced very
favourable results. The
Relative Accommodation
and Living Areas results
came in with overall 93.96%,
the Care Approach 93.50%
and the Wellbeing and
Overall Satisfaction 92.55%.
Rathgar Lodge came in with
15

an above Industry bench
mark in all 14 Domains.
I would like to thank all
families who completed
the survey.
QPS data results from the
resident experience were
discussed at the resident/
consumer meeting in
February and highlighted
overall very good feedback.
Areas of discussion included
the communication and
social involvement, lifestyle

RATHGAR LODGE
and leisure activities and
Allied Health services
provided. Resident/consumer
experience reflected above
industry benchmark.
These surveys provide
us with information to
ensure we are meeting
the expectations of our
consumers and families.
Rathgar Lodge is seeking
support from Volunteers
once again this year, in
the areas of leisure and
lifestyle outings, bus driver,
gardening, reading and craft.
Please come and see us at
Rathgar if you are interested.
The winner of the short
story competition was
decided at the Regional
Executive meeting last
week. Congratulations to
the winner and thank you to
all who submitted an entry.
Rathgar Lodge is looking to
form a choir, we have few
people who have beautiful
singing voices and therefore

SITE AUDIT

Quality assessors from the
Aged Care Quality and
Safety Commission will be
visiting to check the quality
of care and services at
Rathgar Lodge.
This assessment is called a
site audit. The audit will be
carried out any time before
August 2019.
When the quality assessors
visit Rathgar Lodge,
consumers (or someone
who represents you) will
be given the opportunity
to talk to an assessor about

we want to show case this
talent. If you are interested
in helping with some
singing, or piano or other
musical instrument, please
come and see us.
This year the new Aged
Care Standards are being
rolled out. We held a
Strategic Planning Meeting
in January and we will be
holding a second meeting
March 21st at 6.00pm
in the Dean Centre.
Invitations will go out to
all families. The Standards
and outcomes will be
discussed. There will be an
open discussion to provide
opportunity for questions
and answers. All welcome.
The Rathgar Auxiliary are
looking for more members,
meetings held monthly,
every 3rd Wednesday at
Rathgar Lodge 3.00pm. If
you would like to join our
Auxillary and help with
supporting Rathgar Lodge,
please come along.

the quality of your care and
services.
Consumers (or someone
who represents you) can
also provide information
prior to the audit by calling
the Commission on
1800 951 822.
The Commission respects
the privacy of your
information, and will not
provide us with the details
that you have discussed
with them, unless you agree
to this, or where they are very
concerned about your care.
Your personal information
and comments will be used
by quality assessors when
16

Desiderata
With all its, drudgery
and broken dreams, it is
still a beautiful world.

The Rathgar Op Shop
is now opened Tuesday
through to Sunday, thanks
to the generosity of the
staff that volunteer their
time to run the Op Shop. If
you have items you think
might be of value or of
interest and you would like
to donate them, call in and
see Thelma and the staff.
Pattie Iredale
Care Manager

conducting the site audit,
and also when they prepare
their report about the
quality of care and services
provided here.
For information on the
Commission’s privacy policy
and practices, please refer
to the Commission’s website
agedcarequality.gov.au or
contact the Commission on
1800 951 822.
If you need interpreter
assistance please call
Translating and Interpreting
Service (TIS) on 131 450 and
ask for Aged Care Quality
and Safety Commission.
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RICHMOND LODGE

FROM THE CARE MANAGER

Welcome to 2019!

The year is galloping ahead, and like many people I am trying to keep
up! Business at Richmond Lodge is in full swing. The day to day ebb and
flow of our home embraces residents, families, staff, volunteers and the
wider groups, all working together to form our wonderful community.

W

ork has been constant
in preparing for the
new building and the
Development Approval
submission to Council is
imminent. Thank you to
everyone who participated
in stakeholder working
groups to develop ideas
about what Richmond
Lodge will look like into
the future. We are not just
waiting for the new building
though, and planning is
underway for renovation of
the existing Wing serveries
into more usable kitchens
for the households. We
have also had new curtains
in each lounge/dining area,
and the bedroom curtains
are being made and the
first half of rooms will be
installed in the last week
in February with the rest
to be finished in March.
The respite room has new
curtains and bedspread
and we have had a lot of
positive feedback about how
it is much more welcoming
and homely.
Our focus on Choice and
Dignity and a shared
approach to the care
journey for all residents is
showing good progress.
Dates for resident and
family meetings are
published for 2019,
including an evening
meeting once every three
months to facilitate working
family members to attend.
The dates are featured on
the next page.

UPA North Coast Newsletter

Coffee Club has started
as a monthly community
gathering and all are
welcome to attend. We
exchange a social afternoon
with tea coffee and a range
of cakes and goodies. These

enriching the community
life of Richmond Lodge
Community. We cannot
repay you for your good
works, but please know you
are appreciated and valued
every day.

Welcome to Gail our newest volunteer, who is spending some time
with resident Margaret. Companionship offered freely and a hug is a
great tonic for everybody!

dates are also set for the
year and are listed over the
page for your reference.
I want to make mention of
the wonderful auxillary and
volunteers who support
Richmond Lodge. Tuesday
is the principal volunteer
activity day and on
Tuesdays as well as other
days the volunteer team
provides very practical
support to residents. They
also provide emotional
support, company,
friendship and friendly
faces to residents, families
and staff when they visit. I
would like to publicly thank
all of our volunteers for
17

2019 is a year of rapid
change in the Aged Care
Sector and the new Aged
Care Standards being
introduced focus our work
on the residents’ needs,
desires and experience,
and place the emphasis on
their input into all aspects
of the residential home
community and their own
care. As a team we must
balance the challenge of
meeting the individual
needs of each resident with
community living. Over
the next few months we
will be concentrating on
conversations with residents
and families about care

RICHMOND LODGE

Coffee Club
is back!
4th Friday of the month @ 2:00 pm

All Welcome!
Friday 22 March 2019
Friday 26 April 2019
Friday 24 May 2019
Friday 28 June 2019
Friday 26 July 2019
Friday 23 August 2019
Friday 27 September 2019
Friday 25 October 2019
Friday 22 November 2019
18
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RICHMOND LODGE

Household Resident/Family
meetings are back!

Save the da
t
the year… es for
come along
and let’s ge
t ba
talking abo ck to
ut it….

March West Wing

Tuesday 19 March

10.00 am

March East Wing

Tuesday 19 March

1.30 pm

April West Wing

Wednesday 17 April

1.30 pm

April East Wing

Wednesday 17 April

10.00 am

Joint May

Thursday 16 May

6.00 pm

June West Wing

Tuesday 18 June

1.30 pm

June East Wing

Tuesday 18 June

10.00 am

July West Wing

Wednesday 17 July

10.00 am

July East Wing

Wednesday 17 July

1.30 pm

Joint August

Thursday 15 August

6.00 pm

September West Wing

Tuesday 17 September

10.00 am

September East Wing

Tuesday 17 September

1.30 pm

October West Wing

Wednesday 16 October

1.30 pm

October East Wing

Wednesday 16 October

10.00 am

Joint November

Thursday 14 November

6.00 pm

December West Wing

Tuesday 17 December

1.30 pm

December East Wing

Tuesday 17 December

10.00 am

Do you want to be our Resident Advocate?
Please see Llyr Otto, Care Manager

UPA North Coast Newsletter
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RICHMOND LODGE
delivery, our environment,
and services.
Our wing staffing structures
have altered to assist with
this, and each wing has a
Senior Team Leader who
co-ordinates the other
Team Leaders and the
household teams to ensure
that all care and service
delivery is person-centered.
One aspect of daily living
is lifestyle activities, and
the Leisure and Lifestyle
staff now report to the
Senior Team Leaders day
to day, working together
to improve the shared
and individual lifestyle
programs. Please speak with
Leanne in East Wing and
Ian in West Wing or me, if
you have any suggestions or
feedback about the lifestyle
programs. You can also
record feedback in relation
to any matters on the
feedback forms provided.
One of the current matters
we would like feedback
on is what we will call our
wings/households as we
progress building works. We
are putting up a feedback
board in the reception area
to seek input. Currently the
front runners from previous
suggestions are;
• East Wing- Valley Dale
•W
 est Wing- Orchard Row
(West Wing will be nearest
to the Town Common and
Orchard when the building
works are done
•N
 ew Wings: River Way and
Fairy Hill (a recognition of
the river coursing through
our town; and Fairy Hill, a
locale between Casino and
Kyogle)
The residents and friends
at Richmond Lodge
has recently visited the

Macadamia Castle at
Knockrow for a day, and
Evans Head for a lunchtime
picnic. Everyone came
home from these outings
tired but very happy and
enjoyed it immensely. Thank
you to volunteers, and staff
and family members who
volunteered their time to
make the outings possible.

There is also a lot of shared
enterprise happening at
home and a recent cooking
activity was enjoyed by
residents of East Wing.
After cooking they enjoyed
eating their results!
Valentines Day at Richmond
Lodge was a celebration of
lifelong love and support
and some of our valentines
are featured here.
We have welcomed
Claire Westra, podiatrist
to Richmond Lodge.
Claire provides specialist
assistance to ensure that
residents feet stay in the
best possible condition,
which improves pain
management, mobility and
20

health in general. Claire
visits us on a six weekly
schedule and can be found
in the hair salon on her visit
day. Staff assist residents to
visit Claire. Below is resident
Les and Claire on her last
visit. Les says, “Claire is
amazing, she helps me keep
my feet in good order which
is very important for my

health, and she is bright and
a breath of fresh air when I
see her.”
As we approach the colds
and flu season we will be
contacting residents and
families re consent for flu
vaccination. Vaccination is
important for Elders who
are vulnerable to infection.
We will also be supporting
The Chatter • Edition 9, Autumn 2019

RICHMOND LODGE
contact to Gaylene in the
front office to be added to
the contact list.

staff to be vaccinated.
Please remember that if you
are unwell, postpone visits
to Richmond Lodge so as
not to spread infections.
Recent feedback from
residents and families has
focused on how important
it is to be informed of what
is happening in the person’s
life but also on what is
happening in the Richmond
Lodge Community.
Communication is vital and

we are working to make
sure that all involved are
well informed. Activities
calendars are now published
in the week before the
commencement of the
month, and information
and stories about recent
happenings at Richmond
Lodge will be up on the
UPA Facebook page weekly.
We also would like to start
an email information group
so please give your email

Welcome to the team,
Carissa, Kellie, Matthew, Ian,
Jane, Trudy, Dominic, Gail,
James (who is helping out
while the newest member
of the RN team relocates
from New Zealand), Jenny,
Kay and Ian. We have said
farewell to staff members
Amanda, Natalie, Nicole,
Megan, Liliana, Rosemary,
Barbara and Wendy - we
wish them all the best in
their new endeavours.
We have also welcomed
Francesco Antonio, who is
the newest member to chef
Dominic’s family. He arrived
a little early in February but
is doing very well.
Please do not hesitate
to contact me if you
need assistance, or have
feedback. Gaylene in
Administration will make
a time when we can catch
up either in person or by
phone, whichever suits you.
Llyr Otto
Care Manager

STAFF FEATURE
Dominic Triscari – Chef

Dominic comes from an Italian heritage and
food and family have always been an emphasis
for him. Dom loves to cook and as he says,
“put a smile on peoples’ faces with good,
simple and nutritious meals”. He believes that
supporting elders is a very important job in our
community and that all residents should be
seen as elders of our collective family.
Dom is working to revitalize Richmond Lodge’s
menu. He welcomes feedback and would like
to hear suggestions for meals to incorporate
into this menu. When it is formulated he will
meet with groups and individual residents to
seek feedback before commencing it.
UPA North Coast Newsletter
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FUN PAGES
1

2

3

4

5

6

7

8

9

10

15

14
17

18

23

25

34

30

35

44

56. Stick shift selections

36

37

38

49

50

58

59

51
56

68. _
 _____ Speedwagon (rock
group)

52

69. S
 eaport in Denmark

57

60 61

64

62. B
 oxer Muhammad who
was convicted for refusing
to be drafted in 1967
63. T
 he first bill to establish
these was passed in 1964:
2 words

47

55

54

39

43

46

48

59. “ _____ It Through the
Grapevine”

27

42

45

58. Discarded dryer fluff

32

41

40

53

31

26

52. S
 uffix with cash, cloth or
hotel
53. W
 oman’s puffed out hairdo
common in the 1960’s

21

29

33

13

19

24

28

12

16

20
22

11

65

66

67

70. _
 _____ Germany (former
nation that built the Berlin
Wall in 1961)

62

63

68

69

70

71. S
 uffix with west or
southwest

71

72

73

72. W
 hat Neil Armstrong did
on the moon in 1969

29. K
 ey in a PC’s upper left
corner

73. “ That’s one small _____
for a man, one giant
leap for mankind” (Neil
Armstrong’s words from
the moon)

32. River that divides Paris

DOWN

5. Confined to bed: 2 words

33. Thomas _____ Edison

1. Egyptian cobra

11. Shipping container

35. “Caught ya!”

14. 18-wheeler

37. K
 ind of bomb first
detonated by China in 1964

2. “ _______ Miserables”
(Broadway musical)

The 1960’s
ACROSS
1. A
 stronaut Shepard who in
1961 was the first American
sent into space

15. Out of one’s mind
16. Direction opposite WSW
17. Kind of music, common
in the late 1960’s, that
produces an intensified
sensory feeling
19. _____ Lingus (Irish airline)
20. Gretel’s brother
21. W
 WII battle site in
Normandy, Fance: 2 words
22. L
 ight beam-producing
device perfected by
Theodore Maiman in 1961
25. 6
 3-Across activist
assassinated by Black
Muslims in 1965: 2 words

28. W
 edding vow response: 2
words

40. B
 ombing _____ (attack on
North Vietnam orderd by
President Johnson in 1965)
41. B
 lind and deaf lecturer
Keller who died in 1968
43. _
 _____ war bird
(aggressive seabird) Hyph
44. C
 alifornia’s ______ Nevada
mountains
46. Be horizontal
47. W
 hat the “A” of A.D. stands
for
48. Stadium levels
50. G
 un enthusiasts org.
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3. “ Judging ______” (CBS
show)
4. C
 alling in life
5. Mortgage claim
6. “ No ifs, _____ or buts!”
7. “ _____ to recall ...”: 2 words
8. C
 ity in which Kennedy was
assassinated on November
22, 1963
9. P
 refix meaning “one”
10. Chest muscle, for short
11. C
 raze of the 1960’s caused
by John, Paul, George and
Ringo
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FUN PAGES
12. “ A Nightmare _____ Street”
(1984 horror flick): 2 words
13. Big name in photocopiers
18. Rabbit look-alike

54. M
 ember of Edmonton’s
hockey team

30. World’s largest desert
31. Latin American guerilla
leader ___ Guevara who
was executed in 1967

55. Use your brain
57. Razors’ sharp parts

34. Floating without control

21. W
 ine-producing town in
Western California

60. “If all _____ fails...”

36. 100%

61. N
 ot worth _____ cent: 2
words

22. People who twist the truth

38. ______ tube (tire part)

23. 1 960-65 United Nations
ambassador ______ E.
Stevenson

39. _
 _____ Field (where the
Colorado Rockies play)

24. N
 ation that , along with other
Warsaw Pact members,
invaded Czechoslovakia in
1968: 2 words
26. Less fatty, as beef
27. O
 p. _____ (bibliography
abbr.)

63. Mooing mammal
64. B
 oise’s state: Abbr.

42. “ ich bin _____ Berliner”
(declaration made by
Kennedy in 1963)

65. Sombrero or fedora

49. Act whiny

66. M
 ao _____-tung
(Communist party
chairman throughout the
1960’s)

51. Farming prefix

67. Motor oil additive

45. Basketball official

53. Loud, brassy sound

WORD SEARCH: ICE CREAM FLAVOURS
Y

M

T

R

L

C

H

O

C

O

L

A

T

E

COTTON CANDY

A

S

K

C

A

R

T

E

S

O

O

M

E

T

MAPLE WALNUT

P

Y

V

A

N

I

L

L

A

S

N

O

T

E

PECAN

M

K

D

E

T

D

E

A

C

F

A

N

A

A

BANANA

C

A

T

N

L

I

N

N

A

O

C

O

O

E

TIGER TAIL

O

K

P

O

A

A

G

O

D

K

E

A

E

T

E

C

U

L

N

C

A

E

F

O

P

L

R

N

D

O

T

A

E

E

N

O

R

Y

W

E

E

E

O

C

B

O

A

W

Y

O

T

T

E

O

I

E

C

O

I

E

A

A

A

R

T

S

A

O

A

R

GREEN TEA

R

N

T

T

C

R

A

L

E

T

N

I

A

G

FUDGE

E

E

G

D

U

F

O

S

N

I

O

V

L

T

REESES

D

A

O

R

Y

K

C

O

R

U

A

C

G

T

CHOCOLATE

A

E

E

T

U

N

O

C

O

C

T

P

E

S

VANILLA
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MOOSE TRACKS
COCONUT
ROCKY ROAD

FUN PAGES

YOU’RE JOKING

What sits at
the bottom of
the sea and
twitches?
A nervous
wreck.

Did you hear
about the new
restaurant
called Karma?
There’s no
menu: you
get what you
deserve.

Why don’t
scientists
trust atoms?
Because they
make up
everything.

SODOKU
4

6

5

8

1

9
5
3

8

9

1

5

9

1
7

6
6

5
5

7

1

6

3

9

4

5

8

8

3

4

3

9

5
6

6
8

3
3

2

6

2

6
2

4

6
4

1

1
8

8

9

5
7

9

Answer: Hospital rooms

8

9

8

7

2

8
7

3

BRAIN TEASER
A man was born in 1995
and died in 1953.
How is this possible?
24
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I

t feels like it has been a
long time coming, but
in reality this latest stage
of the Rathgar Refreshed
program has been
completed in record time,
with an expected practical
completion on the 15th of
February, several weeks
ahead of schedule.
Final finishing touches
will be going in soon,
but Care Manager Pattie
Iredale is excited to be
admitting residents into the
refurbished rooms in the
coming weeks.
With Block C almost done
attention has moved to
replacing the roof which
has taken a caning from
the various storms and the
construction of the new
Maintenance Shed, which
has gone up quick smart
by the team at Clarence
Valley Sheds.

UPA North Coast Newsletter
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A

s a lot of you know,
we have been working
with our design team over
the last year to formalise
plans to expand Richmond
Lodge, growing from the
current 30 to 60 residents
and improving services
and connection to our
community care consumers.
Fulton Trotter Architects
have worked collaboratively
with us, the residents and
their families to develop

concepts for the two new
residential wings, along with
new communal gathering
spaces, a facelift of existing
bedrooms rooms and
service upgrades to kitchen
and laundry.
The development of a
linking ‘community street’
through the centre of the
site will include hairdresser,
hobby rooms and allied
health and wellness centre,
leading out to a new entry

26

café gathering space on
Barker St.
Filled with light and activity,
the design centres on the
service’s household model
of care, providing residents
with choice and dignity in a
familiar home-like setting.
With a focus on supporting
meaningful relationships
and connectedness, we
know it will be a place that
friends and family genuinely
enjoy visiting.
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POETRY
The Antique Chest of Drawers
© Lorraine Pascoe
It was jammed into the window of the little country store
piled high with bric-a-brac books and junk galore.
Its sturdy legs stood firm and straight against the heavy load
and instantly I pictured it installed in my abode.
Stripped of grime and scratches years of sheer neglect
a coat of gleaming varnish would restore the chest’s respect.
Now I was on a mission and had no time to spare
I’d come back in a week or two and hope it was still there.
The weeks turned into several months before I could return
and walk right through the little store its where abouts to learn.
For it no longer stood there on display amongst the mess
I made my mind up there and then I had to have that chest.
As my eyes became adjusted from the sunlight to the gloom
I saw it there still cluttered pushed out in the back room.
Seeming not too keen to buy I settled on a price
and with some help to carry it had it loaded in a trice.
I couldn’t wait to strip it down reveal its natural charm
but was not prepared while rubbing it set off an alarm.

The noise so faint just audible I searched to find the cause
before my eys there opened up the smallest of small drawers.
Concealed within the timber was a tiny wooden dowel
It released a spring when gently touched just like a magic spell.
I had stumbled on this hiding place not opened up in years
and wondered had the contents once reduced someone to tears.
I gasped now with excitement as I peered inside to find
A diamond ring that sparkled the drawer was velvet lined.
Not only had I bought myself a chest to store my clothes
a lovely old engagement ring its worth was -heaven knows!
Was the owner still alive? My heart was pounding madly
Had it graced a finger or been rejected sadly?
A dozen answers filled my head none of them made sense
I could just decide myself and keeping up the pretence.
As I kept on carefully rubbing I decided then and there
that this would be our secret that not one that we would share.
The sturdy chest now looks as new its timbers glow like honey
Its secret will remain with me and never swapped for money.

CONTACT DETAILS:
UPA North Coast Regional Manager:

Whenua Morton

(02) 6628 5559

Greenhills Lodge Care Manager:

Luke Durant

(02) 6672 3435

Richmond Lodge Care Manager:

Llyr Otto

(02) 6662 1937

Rathgar Lodge Care Manager:

Pattie Iredale

(02) 6644 5475

Home Care Manager:

Kim Ryall-Manley

(07) 5524 8303

AGED CARE COMPLAINTS COMMISSIONER CONTACT DETAILS:
• Freecall 1800 550 552 (calls from mobiles may be charged)
• L
 odge a complaint via the online complaints form:
www.agedcarecomplaints.gov.au
• A
 ged Care Complaints Commissioner:
GPO Box 9848, (Your capital city and state/territory)

NEW

Home Care
Phone Number

1300 026 594

• G
 eneral Enquiries can be emailed directly to the Department at:
enquiries@agedcarecomplaints.gov.au

(02) 6628 5559 • upa.org.au
Sunnylands House • 101 - 103 Main St • PO BOX 10, Alstonville, NSW 2477

