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lights up couple’s life
Now a year on, after being
referred to the Wellness Centre
following a Home Care Package
assessment, the grandparents to
10 grandchildren are visitors to the
Centre twice a week.
Theresa, 76, said: “The Wellness
Centre is a family, a little community
where you exercise and have fun at
the same time.

Husband and wife Theresa and
Larry Rawstorne say their first
year attending the Wellness
Centre by integratedliving® at
Ballina has been a ‘wonderful
Christmas gift’.
Six years ago, Larry, 81, was
diagnosed with Lewy body disease
– a common form of dementia,
which shares many similarities with
Alzheimer’s and Parkinson’s.
Having sold their farm a few years
ago to be closer to the centre
of Ballina, Theresa, a former
community nurse, knew as Larry
started getting more lethargic that
exercise could help.

“Larry loves it! He always has a smile
on his face and loves being greeted
‘Hello Larry’ when he walks through
the door and talking about sport.”
Larry a former CEO of a retirement
home, has made some great
improvements too. His body
strength has increased by 148%,
with his lower body strength
increasing by 174%.
Meanwhile, Theresa who has had
three hip operations, has increased
her upper body strength by 57%
and lower body strength by 76%.
One of the best things about the
Wellness Centre Theresa says,
is that everyone is so helpful and
supportive and it’s a great place for
a coffee and a chat.
She said: “After our gym session,
we chat to other people who are

in a similar position to us and if
you are struggling with any of the
equipment, in a flash one of the
staff are there to help you.”
“It’s a great support for me and I love
it when they encourage Larry to try
and beat me on the exercise bike –
which he does!”
“For Larry, the Wellness Centre
has given him structure in his life
again and I believe has helped
slow the illness down. Whereas
for me it has enabled me to get
physically stronger, so I can take
care of him and also the support
of others is amazing.”
The couple who have been married
for 55 years, also love walking their
dog, a Jack Russell called Russell,
and are regulars down at the beach.
Theresa added: “Being able to have
social interaction is so important.
There is so much now Larry can no
longer do, but stuff happens in life
and it’s how you respond to it that
matters.”
“No one judges you at the Wellness
Centre and anyone who is worried
about joining, just needs to say to
themselves ‘I can do this’. We did and
it has been fantastic for both of us.”

Want to know how to join one of our Wellness Centres?
Look on page 6 for more information.

HOLIDAY

!

SERVICES
IF YOU ARE
EXPERIENCING
A LIFE THREATENING
EMERGENCY,
PLEASE CALL 000

During the festive season, there may be minor changes to integratedliving services.
· Clients who have meal deliveries will be notified of any changes.
· Clients who attend activity/day centres or a Wellness Centre by integratedliving®, should check
with staff at the Centre regarding specific changes to their classes or activity times.
· The Customer Service Centre (CSC) will operate from 7.30am to 5.30pm weekdays (AEDT), excluding
Public Holidays. The CSC will be closed on 25 and 26 December 2019 and 1 January 2020.
· CSC can be contacted by calling 1300 782 896. This number will transfer you to an out of
hours number for any cancellations.
· Please let us know if you do not require services during the holiday period by calling 1300 782 896.

Wrapping up
another year...
Welcome to the last
newsletter of 2019
before the holiday season.
Once again it has been a busy but
rewarding year at integratedliving.
Many clients have shared
their experiences of enhanced
independence and wellbeing, with
several stories in this newsletter.
Ensuring we are delivering high
quality care is our top priority, which
is why our Client Survey, enclosed
with this newsletter, is so important.
The Australian Government
introduced the new Charter of
Aged Care Rights, new Aged
Care Standards and the National
Schedule of Services in July this
year, all of which focus on ensuring
high quality care is consistently
delivered. We really want to hear
from you on what we do well and
where we can improve services, so
please take the opportunity to fill
out the Client Survey.
At the end of October this year, the
Royal Commission into Aged Care
Quality and Safety released its
interim report titled Neglect. This
disturbing report signals the need
for urgent changes to Australia’s
aged care system; that system
transformation and redesign is
required, to ensure older Australians
receive the quality care and respect
they need and deserve. You may
have been following the news on the
Commission, which has had multiple
hearings, background and research
papers released and heard from
many witnesses within the wider
community and considered case
studies.
On page four of the newsletter we
provide more detail about the role
of the Royal Commission and what
it means for you.
The interim report has identified
three areas in care which require
immediate government action:
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• Provide more Home Care
Packages.
• Respond to over-reliance on
chemical restraint and Review
7th Community Pharmacy
Agreement.
• Stop the flow of younger people
with a disability into aged care
and get those out who are
already in aged care.
As reported within the media, the
government at the end of November
in response to the report, committed
to delivering a $537 million funding
package, with $496.3 million to be
spent on an additional 10,000 Home
Care Packages.
At integratedliving, we continue
to support the work of the Royal
Commission and recognise the
changes the care sector requires.
We believe the pathway to healthy
ageing must include alternative
and centralised access to person
centred funding. It also needs to
be streamlined and simplified, with
easy access to community health
support and a broader oversight of
coordinated individualised care.
Our vision is to benefit the lives
of tens of thousands of people
across the communities we serve.
Embarking on demonstrating
new models of service, through
partnering with clients, families,
community net works, GPs,
health and hospitals, government,
universities and technology
partners, our goal is to employ better
systems to support you to navigate
the current complex system and

offer the range and type of service
you require, when and where it
best meets your needs. Our vision
means, for example, you would only
tell your story once, could contact
your GP, clinician or support staff
from your home, or access services
at home, previously only available
by travelling to a clinic or hospital.
You would have 24/7 access to a
support hub and a range of services.
We will be trialling and evaluating
this model in 2020 and 2021 and
will certainly provide updates on
client experiences and feedback.
The announcement of the Royal
Commission into Violence, Abuse,
Neglect and Exploitation of People
with Disability was established
on 4 April 2019 with submissions
opening from 30 July 2019.
integratedliving welcomed this
Royal Commission and supports
the broad ranging scope of the
Royal Commission. To date we have
promoted advocacy for those people
requiring support to tell their stories.
Finally, with the recent catastrophic
fire ratings and a long fire season
ahead for our communities, we
encourage you all to review your
personal emergency management
plan, your fire safety plan, and to
remain prepared to manage the
heat of a long hot summer.

Have a peaceful and happy
holiday season.
Catherine Daley
Chief Executive Officer

CHECK OUT OUR

NEW WEBSITE!
In Spring this year our
new website sprung!
If you haven’t already checked it out, take a look integratedliving.org.au

CLIENT
SURVEY

Have your say and win a $500
integratedliving service voucher!
At integratedliving we value your feedback and once again, we are asking you to take the
time to fill out a short survey, which is inserted within this newsletter. Once complete,
please post it back to us, using the prepaid envelope provided. Or simply log on to our
website www.integratedliving.org.au and click on Client Survey, which can be found in
the purple box. On your paper survey, you will see a password. Simply type this password
in when prompted on the website.
Return the survey back to us by Friday, 10 January 2020 and you will be entered into
a prize draw to win a $500 integratedliving service voucher to use within any of our
services. See website for terms and conditions.

Thank you for your support and good luck!

Ina connects with family this Christmas
Grandmother Ina Le Bas has
reconnected with her grandson
after learning how to use Facebook
- thanks to the Digital Wellness
program.
The 85-year-old has proved you are
never too old to learn and attends
the digital learning sessions each
week at our Wellness Centre by
integratedliving® in Ballina.
It’s opened up a whole new world for
Ina, who has managed to reconnect
with one of her four grandchildren
on Facebook, whom she had lost
touch with, and is now looking
forward to sharing pictures from
the holidays with him.

Ina said: “It brings tears to my eyes
when I think how learning to use an
iPad and Facebook has helped me
connect with my grandson.
“It has opened up so many avenues
for me and to find family at a click
of a button after years of trying, has
been fantastic.”
Ina first read about the Wellness
Centre and the Wellness programs
in the local paper when the centre
first opened.
She said: “I attend the gym, but I really
enjoy the Digital Wellness program
as we have such a giggle and are
working our way through a study
book to learn new things on the iPad.

OVER THE HOLIDAYS

WELLNESS
CENTRE IN
LAUNCESTON
IS NOW OPEN!

As the holiday season approaches,
please be advised that the
Wellness Centres will be closed
from Monday, 23 December 2019
and will reopen for services on
Monday, 6 January 2020.

The Minister for Aged Care
and Senior Australians,
Senator Richard Colbeck
opened the doors to our latest
Wellness Centre in October –
in Launceston Tasmania.

For information on the location
of our Wellness Centres, visit our
website www.integratedliving.org.au

Why not check it out!

WELLNESS CENTRE BY

INTEGRATEDLIVING®

OPENING TIMES

“Everyone is so friendly and my
message to anyone is you are never
too old to learn, as it really can open
up a whole new world. For me it’s a
Christmas wish come true.”

Pictured (left to right): Doug Kimberley
(integratedliving Chairperson),
Catherine Daley (integratedliving CEO)
and Senator Richard Colbeck at the
Launceston Wellness Centre opening.
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Unwrapping what is the Royal Commission
While a number of high-profile Royal Commissions
have been held in Australia in recent years, each
one is different.

In September 2018, Prime Minister, Scott
Morrison announced a Royal Commission
into Aged Care services across Australia. The
announcement of the Commission was prompted
after the release of the Oakden report in 2017,
the subsequent review of the National Aged Care
Quality Regulatory processes and the ongoing
concerns identified with regards to the quality
and safety of aged care services.

WHAT
IS A ROYAL
COMMISSION?

We hope this overview will help you to understand
how this particular Commission is working and
integratedliving’s role.

A Royal Commission is the most powerful type of inquiry a Government
can establish and is usually used to examine matters of serious public
importance. A Royal Commission is independent and has the power to
compel the production of documents and summon witnesses. The Aged
Care Royal Commission was established in October 2018 and published
its interim report on 31 October 2019. The inquiry was due for completion
in April 2020, but an extension has been granted which will now see it
finish in October 2020.

What is the Royal Commission into Aged
Care Quality and Safety doing?
The Commission is looking into a wide range
of issues across the aged care sector, guided
by a broad framework of terms of reference.
While existing or historical examples of substandard care
in the sector has featured significantly, it’s important
to know that the Commission’s main focus is towards
the future to ensure aged care services are of a high
quality. You can read more about this on their website
https://agedcare.royalcommission.gov.au
The Commission has been busy reviewing documents
and case studies, and hearing testimonies from aged
care providers, consumers, family members and other
stakeholders.

How is integratedliving involved?
In late November 2018, all Australian aged care
providers received an invitation to submit information
on their services as part of a Service Provider Survey.
This included reporting incidences of substandard
care and complaints, but also focused on gaining
providers’ views on how to make improvements to
aged care services, examples of best practice models
and suggestions for recommendations the Royal
Commission could make.
integratedliving supports the aged care Royal
Commission and have provided a submission
in response to the survey. We believe in full
transparency with the Commission on any requests
for information we receive. In doing so, we are also
committed to ensuring the privacy of current and
previous clients is maintained.
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The Royal Commission is crucial in understanding what
Australians want and expect from their aged care
system, including how aged care services are best
delivered regardless of provider, and how to sustainably
fund the system long-term.
In examining the issues and finding solutions to improve
the system, the inquiry has uncovered some difficult
stories and case studies from across our industry, which
have been challenging, but nevertheless important to
hear. It is an opportunity to make the system work
better for you today and in the future.
All aged care providers experience challenges with
service provision from time to time – it’s why the
Royal Commission is being held; there are issues with
care across the entire sector, independent of the size,
corporate structure or mission of the provider.
integratedliving is proud of its work in aged care and
we strive to provide the best possible service, while
recognising the need for constant improvement.

What does it mean for you?
For you and us, it is business as usual.
We strive to meet the needs and expectations of
our clients and encourage you to help us continually
improve by providing us feedback on how we are doing.
You can do this by:
•
•
•
•

Talking to our staff who provide services to you.
Calling our Customer Service Centre on 1300 782 896.
Logging on to our website integratedliving.org.au.
Completing a feedback form and posting it to us.

Learn more about the
Charter of Aged Care Rights
The Older Persons Advocacy Network (OPAN) is raising
awareness and providing education about the new
Charter of Aged Care Rights.
OPAN will be running a number of webinars, face to face
events and a phone information service for aged care
consumers and providers, to support the understanding
of the new Charter.
More information about these activities is available on
OPAN’s website: https://opan.com.au/charter/
You can also read more about the Aged Care
Rights on the Department of Health’s website,
where there are a number of booklets in English
and other languages, which give an even greater
understanding of the Charter. Visit their website:
www.agedcare.health.gov.au

Royal Commission into Violence, Abuse,
Neglect and Exploitation of People
with Disability
There is also a Royal Commission underway into
violence, abuse, neglect and exploitation of people with
a disability.
The Royal Commission into Violence, Abuse, Neglect and
Exploitation of People with Disability was established
on 4 April 2019 by the Governor-General of the
Commonwealth of Australia, His Excellency General
the Honourable Sir Peter Cosgrove AK MC (Retd). The
Governor-General issued Letters Patent, which formally
appoint the Royal Commissioners and outline the Terms
of Reference for this inquiry.
The Commissioners will provide and publish an interim
report, no later than 30 October 2020, and a final report
by no later than 29 April 2022.
People with Disability Australia, and Disabled People’s
Organisations Australia have been campaigning for
a Royal Commission for many years. People with a
disability have the right to a stand-alone and targeted
Royal Commission that will investigate and address the
full scope of violence, abuse and neglect of people with
disability and enable people with disability to tell their
stories and experiences of violence, abuse and neglect
in all settings and contexts such as the home, schools,
out-of-home care, the justice system, as well as in the
disability support system.
We will bring you more on this Royal Commission and its
interim report findings in our June newsletter.

RINGING IN THIS 		
HOLIDAY SEASON		
- THE CUSTOMER 		
CALL CENTRE TEAM
They are the good elves who are at the end of the
line all year and who are very happy to provide
the support and additional information you may
require around services available. Behind the
scenes, the team also provide a range of support
you may not be aware occurs.
With access to the Early Warning System for
natural disasters for example, the team monitor
those of you who are living in the at risk areas,
and contact you to ensure you are aware of the
warnings, check whether you require additional
support to evacuate, and have a plan in place.
Those who have experienced the recent fires
in New South Wales and Queensland were very
appreciative of this support.
Please contact the team if you require
support preparing your Personal Emergency
Management Plan.

LOG ON					
WITH OUR CLIENT APP,
‘YULE’ LOVE IT!
Have you downloaded our client app? No. Then
why not take a look as it’s simple to download
and easy to use.
To be able to use My Support App by
integratedliving®, your mobile phone number or
that of a family members, needs to be registered
with us.
So if you haven’t done so already, give us a call on
1300 782 896 and register a mobile number with
us, and then you will be all set!
It provides another way for you and your family to
communicate with us and manage your services.
The app is downloadable to mobile phones or tablet
(iPad or similar) and through it you can:
• Reschedule/request a new integratedliving
service.
• Provide feedback on your service.
• Share service dates and times with
nominated family members or carers.
• Get reminders about when a staff member is
due to visit.
• Review your schedule and confirm dates/times.
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Make 2020 Tree-mendous and join
a Wellness Centre by integratedliving®!

Check out
what you
have to say…

Hundreds of you are using our Wellness Centres across Australia and
are celebrating this holiday season having seen some fantastic health
benefits this year from attending the centres.
Our Wellness Centres feature specialist HUR equipment from Finland,
which is designed to help you stay active, or support you if you require
exercise as part of rehabilitation. The equipment uses software to
monitor customised exercise programs and allows programs to be
tailored to your needs.
The Wellness Centres are run by qualified friendly staff, and are also a
place to socialise, as well as offering physical activities and classes to
help improve physical and mental wellbeing.

Ways to pay
• If you receive a Home Care Package (HCP), your government package
subsidy can be used. Your Case Manager will confirm if you have
available funds.

“Attending the Wellness
Centre in Ballina has lifted my
depression and is better than
winning the lottery.”
Gloria Stringer, NSW

• If you are on a Commonwealth Home Support Program (CHSP), the
government subsidy from this program can be used. We can support
your referral to My Aged Care (MAC).
• You can use funding received under NDIS for activities such as Group/
Centre Activities, Participate in Community, Therapeutic Supports or
Exercise Physiology Personal Training to attend Wellness Centres.
• Enhanced Primary Care Plan available through your General Practitioner.
• We also have a private pay option for those who do not receive a
government subsidy.
You can also access our award-winning Wellness for Independence®
programs, such as Memory Wellness and Digital Wellness.

“We have both lost weight and
have never been so active. The
Wellness Centre in Launceston
has given us a new lease of life.”
Don and Maree Evans, TAS

Wellness Centre programs include:
Small Wellness Gym classes - improve your balance, strength
and wellbeing with low-impact exercises.
Wellness for Independence® programs - to keep you feeling well
and living independently in your own home.
Massage therapy - loosen tired muscles, increase flexibility and
balance, reduce stress and improve your wellbeing.
Art therapy - healing style art therapy for those living with
dementia. Socialise with others and develop your fine motor skills.
Occupational therapy - supporting you through activities of daily
living, including home safety assessments and modifications.
Nutritional programs - cook healthy and tasty meals, shop
independently and plan ahead for meals.
Chair yoga - improve circulation, stretch tight muscles, improve
flexibility and reduce stress with this modified form of yoga.
Podiatry - give your feet the special attention they deserve;
from cutting nails, to treating lower leg and foot pain.
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Beth Jamieson from
Toowoomba was only able to
complete two minutes of the
three minute step test when
she first joined the Wellness
Centre in Toowoomba. Just
eight weeks later, Beth can
comfortably complete the
three minute test and has
increased her number of steps
from 140 to 314!

AVOID FEELING THE HEAT
THIS HOLIDAY SEASON

Whilst the other side of the world plunges into sub zero
temperatures, here in Australia things have already
started heating up this holiday season.

IMPORTANT NUMBERS

Follow our top tips to stay safe this summer.

• In the event of fire, call Triple Zero (000).

Bushfires

• In the event of an emergency, tune in to your

As part of your preparations for bushfires and
heatwaves, we encourage you to:

• Develop a personal emergency management plan.
If you have a Case Manager, discuss this plan with
them or if you do not have a Case Manager, contact
the Customer Service Centre, who will arrange a
staff member to assist you.

• Develop a leave early plan if you live in a potential

high-risk bushfire area. The Country Fire Authority
(CFA) advise that the safest option is always to leave,
and to leave early rather than stay and defend. Visit
your state fire service website for information.

• Prepare your home and plan what you will do on a
code red day, in an emergency or extreme weather
event.

local radio for continuous updates, or look at
your state fire service website:
• Australian Capital Territory
www.esa.act.gov.au/actfr
• New South Wales
www.rfs.nsw.gov.au
• Northern Territory
www.pfes.nt.gov.au/fire-and-rescue.aspx
• Tasmania
www.fire.tas.gov.au
• Queensland
www.ruralfire.qld.gov.au
• Victoria
www.cfa.vic.gov.au

• Plan how you will leave the area if you need to be
evacuated.

• Discuss your plan with family, friends and

neighbours to ensure that they know the support
and actions you will require if the need arises.

How we will support you:
• Support you in raising your awareness about the

Download a bushfire warning app
Simply go to your App Store on your phone, type in
bushfires and select your state and your notification
levels. Our staff can assist you, or contact our
Customer Service Centre if you require assistance.

bushfire season.

VICTORIA

• Provide written resources to assist you to prepare
and plan for the summer if you require.

• Attempt to notify you of code red days/extreme
weather condition days if you are flagged as living
in a higher risk area.

NEW SOUTH WALES

• Notify you about our visit arrangements for code
red days/extreme weather condition days.

Please be aware, we will not be able to provide you
with a service if there are extreme conditions or
bushfires in your area, or in areas that staff would
have to travel through to get to you. Your personal
emergency management plan will need to take this
into account. For example, you will need to make
alternative arrangements to have your medication
administered, including insulin, if we are unable to visit.

TASMANIA

SOUTH AUSTRALIA

QUEENSLAND

ADDITIONAL OPTIONS
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Feedback
& Complaints

HO, HO, HOw

integratedliving welcomes your feedback
and complaints to help us improve our
services to you. You have the right to
provide feedback without fear of being
disadvantaged in any way. All feedback,
comments and complaints are treated
confidentially.

with Christine Crockett

•

•

•

•

You can talk to your care team member
including your support worker or
volunteer - this may lead to a quick
resolution.
You could also contact us on
1300 782 896 and talk to a Customer
Service Officer, who will listen, gather
information and help find a resolution.
You can ask for the matter to be
escalated to a senior manager, if you
are not satisfied with the resolution
from your Care Team or the Customer
Service Team.
If you are not happy with the outcome,
you may contact an external agency:
Aged Care Quality and Safety
Commission - 1800 951 822
https://www.agedcarequality.gov.au/
NDIS Quality and Safeguards
Commission - 1800 035 544
or TTY 13 36 77
https://www.ndiscommission.gov.au/

Contacting an Advocacy Service
Advocacy services are free, confidential
and independent. Services are available
in each state and territory.
You can call Aged Care Advocacy
directly on 1800 700 600 or with your
permission we can phone an advocacy
service on your behalf, to explain your
concerns and arrange for the service to
contact you.
Privacy of Information
Personal information collected by
integratedliving Australia is treated as
confidential and is collected, stored,
used and disclosed in accordance with
the Australian Privacy Principles (APP)
contained in the Privacy Act 1988 (Cth).
Access to Information
Service users can have access to any
information which integratedliving has
collected about them, in accordance with
the Australian Privacy Principles and
integratedliving Policy and Procedures.
Independence
All services provided by integratedliving
take into account lifestyle, cultural and
religious preference. integratedliving
encourages individuals to maintain their
independent living skills and works
proactively with them to enhance, retain
or regain the skills required for daily living.
Funding Acknowledgement
integratedliving Australia Ltd is
supported by funding from the
Australian and State Governments.
8

to sign up for a Wellness for
Independence® program
Why not see if you are eligible
to take part in one of our award
winning Wellness for Independence®
programs.
Wondering what they are?
Christine Crockett, Wellness Lead
at integratedliving tells us more.

What is a Wellness for
Independence® program?
A Wellness for Independence®
program is a program led by a
qualified health professional who
helps you to manage any health or
wellbeing challenges.
Each program is evidence-based
and all clients receive a manual with
valuable information and resources
on the program they are attending.
Participants receive an iPad to
borrow for the duration of the
program, with data cost included.
We run nine programs in total, all
of which are based on the latest
research and are designed for people
over the age of 65, or over 50 if you
identify as Aboriginal or Torres Strait
Islander. We help you with tools and
tips to make changes in your life.

What programs are available?
We offer Digital, Low Vision, Cardiac,
Memory, Diabetes and Foot Care,
Nutrition and a Carer Wellness
program. We are in the early stages
of offering a Palliative Wellness
program and will soon be launching
our Respiratory Wellness program.

How regular and 		
how long are they?
The program timetable depends on
the number of people interested
in a particular program and the
availability of a facilitator.
It also depends on local area
government funding as to how
many programs we can run at a
time. Programs run over a period of
16 weeks.

Is it easy to sign up?
Yes. All you have to do is call us
on 1300 782 896 and you will
be referred to your local region
facilitator, or visit our website 		
www.integratedliving.org.au

How do I pay?
If you receive a Home Care Package
(HCP), your government package
subsidy can be used. Your Case
Manager will confirm if you have
available funds.
If you are on a Commonwealth
Home Support Program (CHSP),
the government subsidy from
this program can be used. We can
support your referral to My Aged
Care (MAC).
We also have a private pay option
for those who do not receive a
government subsidy.

Where do they take place?
Our Wellness programs take place
at our Wellness Centres, sometimes
in retirement villages, libraries and
community centres. For a full list,
visit www.integratedliving.org.au.

Where you can find us!
integratedliving Australia Ltd | ABN 95 130 530 844 | Customer Service Centre 1300 782 896
Registered Office | 3 Wilkinson Avenue , Muswellbrook NSW 2333 | Facsimile 1300 778 718
PO Box 2567, Dangar NSW 2309 | www.integratedliving.org.au | mail@integratedliving.org.au
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