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Sky high ambitions for 80-year-old Veronica
When asked by her family what
she wanted for her 80th birthday,
our client Veronica was quick to
request, “I’d like to jump out of a
plane, please.”
Veronica loves heights, you
see. Her family dutifully fulfilled
her wish, with one of her sons
accompanying her on the
skydiving adventure.
“My son was the first to jump,
and by that stage I was quite
nervous, as to be expected when
you’re strapped onto someone
tightly 10,000 feet high with the
plane door open,” she recalled.
“It’s a huge trust exercise. I’ve
had many tests on my trust over

HOLIDAY
SERVICES
There may be minor
changes to your
integratedliving
services this festive
season.

the years and this experience I
thought to myself, let go!” she
bravely added.
Veronica has been a client of
integratedliving Australia for
four years and attributes her
confidence in her mobility for
such an adventurous feat to
her ongoing attendance at the
Gorokan Wellness Centre.
“I couldn’t have done it without
the confidence I get from the
girls at the gym,” she said.
“I also have help from a Support
Worker who comes to my home
to help me keep on top of chores,
such as ironing. I enjoy her
company too,” she added.
• Clients who have meal
deliveries will be notified of any
changes.
• The Wellness and Activity
Centres, as well as our virtual
programs, will be closed from
Thursday 23 December 2021
and reopen on Tuesday 4
January 2022.
• Clients who attend an Activity
or Wellness Centre, or our
virtual classes, should check
with staff at their centre or
online regarding any other
changes to specific classes or
activity times.

When asked about her emotional
state after the big jump, Veronica
said she felt the adrenaline rush
for days afterwards.
“It was a cloudy day when we
jumped, so it was quite wet at
first, then we came through the
clouds, still free-falling, and I
could see the view below us. It
was a relief when the parachute
was pulled and we could steer, as
below us to one side there was
the lake, then to the other side
there was the ocean, and below
us was the sewer plant! I’m glad
to report we landed well away
from that and I’m already eager
to plan another jump for my 90th
birthday,” she exclaimed.
• The Customer Service Centre
(CSC) will operate from 6am to
7.30pm, 7 days a week, including
public holidays. Please note there
will be minimal staff working on
public holidays.
• If you need to cancel your service
outside of business hours please
call 1300 782 896. You will be
able to select a number when
connected that will transfer you
to a message service where you
can leave a message.
• Please let us know if you do
not require services during the
holiday period by calling
1300 782 896.

A message from

Catherine

In last December’s client
newsletter, I wrote to you about
the resilience we required to get
through such a challenging and
unprecedented year. We certainly
entered 2021 with hope in our
hearts that it would be a less
stressful year. Unfortunately,
the challenges and loss we
faced throughout the Delta
outbreaks around the country
were significant, but we are ending
2021 with more confidence of a
Wellness or Activity Centre to
better tomorrow, thanks to the
additional protection the COVID-19 participate in these wonderful
services for the first time. We are
vaccines have provided.
so proud to be able to provide
I would like to acknowledge
services in this way to offer
the incredible efforts of our
access to service provision in
integratedliving team. Lockdowns many regional, rural and remote
around the country this year
areas.
affected many more of our staff
Our commitment to improving
and clients as the Delta variant
access to health services in
made its way into our regional,
the communities in which we
rural and remote communities.
operate saw us launch our
Our team, from corporate staff
Integrated Health Systems
working from home, to our
Demonstrator (IHSD) last month.
dedicated frontline staff, never
Core by integratedliving is the
stopped working to ensure that
foundational service of the
we were able to continue to
IHSD and is now being offered
deliver services and keep you
to eligible clients within the
safe, well and connected.
launch regions - Gold Coast,
Our ability to adapt over the past
Wide Bay and Sunshine Coast.
two years has enabled many
This new model will bring health
of you to take part in services
care providers and our services
virtually for the first time. We
together to form an ecosystem of
have seen a rapid uptake in our
support around clients and their
virtual service offerings and enjoy carers. It’s an exciting time for our
hearing how these services have organisation and you can read
helped so many of you remain
more about it on page 5.
socially connected, as well as
I’m sure you enjoyed our
seeing improvements to your
wonderful cover story about our
health and wellbeing.
client Veronica. You can hear
Our virtual exercise and activity
more from Veronica and our
programs and our Wellness for
Exercise Physiologist, Judith, via
Independence® programs have
our Live Well Podcast. We hope
enabled so many clients in areas you enjoy listening to Veronica
where we do not have a physical and the other stories featured.
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More details on how to access our
Podcast are on page 5.
We’re so pleased to be able
to provide some fantastic
resources within this magazine,
aimed at improving your mental
and emotional health. The past
two years have certainly put
extra strain on all of us and
emphasised the need for us to
focus on these areas, so please
take some time to read pages 8
and 9 and share the resources
with family and friends!
Thank you so much for
your continued support
throughout 2021. Our
integratedliving team
hopes you and your
loved ones have a
happy and peaceful
holiday season.
Catherine Daley,
CEO

COVID-19

How to look after

UPDATE

Much has changed since our last
COVID-19 update in the June
edition of this magazine. Over
the past six months our access
to safe and effective vaccines
has improved dramatically and
Australians have certainly been
enthusiastically embracing the
protection the vaccines provide
against the virus by being
vaccinated in large numbers.
At the time of writing, over 83%
of the Australian population over
the age of 16 had been fully
vaccinated. This is a fantastic
achievement and testament to
our Australian way of doing what’s
needed in the best interests of
each other and our community.
While New South Wales and
Victoria were in extended periods
of lockdown earlier this year, it was
evident that vaccination played a
key role in lowering case numbers,
hospitalisations, and deaths.

your cloth face mask

No doubt, challenges arising
from the pandemic will be with us
for some time, but we will meet
these together, as we have done
since March 2020. We remain as
committed as ever to protecting
the health and wellbeing of our
clients, staff and volunteers.
Mandatory vaccination for home
care staff has been enacted in
all states and territories where
we operate, and our infection
prevention and control measures,
PPE requirements and screening
processes, continue to contribute
to the ongoing safety of all.
Please visit our website
www.integratedliving.org.au for
regular updates on our response
to COVID-19.

How you can help our staff STAY SAFE
If you, or someone who is staying
with you at home, have symptoms
of COVID-19 or another respiratory
infectious condition, please call
our Customer Service Centre
on 1300 782 896 as soon as
possible to let us know. This is
to ensure that we are providing
a safe work environment for our
staff, but also to ensure that we
can consider your needs as well
as other clients that staff may be
visiting on the day.

We hope you like the
integratedliving branded
face mask included with this
magazine. Here’s some tips to
ensure that your face mask is
working correctly.
• Your face mask should fit
snugly and cover your nose
and mouth.
• A cloth face mask should be
washed each day after use
- in the washing machine or
hand-washed using soap
and warm water.
The following are signs you
need a new cloth face mask:
• It does not fit snugly.
• It keeps falling off or sliding
down.
• It has holes in it.
• The material is thin or fraying.
Source:
www.coronavirus.vic.gov.au/facemasks-types-face-masks

To make things safer for
yourself and our staff when
receiving face-to-face care:
• Maintain 1.5 metres distance
from staff, unless you need
direct care.
• If receiving direct care,
ensure hand hygiene and
appropriate cough etiquette
(e.g. cough into your arm).
• Wear a mask.
If someone at your home is
unwell, please consider if they
can remain in a different area
of the home to reduce contact
with our staff member during
service delivery.
3

Virtual Programs

2021 Client Experience

RECOGNISED AS
WORLD CLASS

SURVEY UPDATE
At integratedliving, we truly value
your feedback and are committed
to person-centred care and
continuous improvement. In
October, you would have received
our annual client survey, which
gave you the option to complete
it on paper or online.
This survey incorporated
feedback and lessons learnt
from the 2020 survey and
some consistent questions, to
enable us to compare the results
year-on-year. You will have
noticed that we also included

some questions specific to our
response to emergencies, such
as COVID-19.
We are thrilled with the number
of responses received and
would like to extend a heartfelt
thank you to those of you who
took the time to provide your
valuable feedback through this
short survey. We are currently
reviewing the results and look
forward to providing you with
a comprehensive update in
the next issue of the Live Well
Magazine.

We value OUR STAFF!
At integratedliving, we hold dear
to our core values of Diversity,
Integrity, Respect, Unity and
Equity.
Each year, we recognise staff
members who have consistently
gone above and beyond in
their work in each of these
categories. Each Values Based
Awards (VBA) winner is chosen
for their outstanding work from
nominations by clients and staff.
This year’s winners are:
DIVERSITY

Tania Brannock

INTEGRITY

Ashley Smith

RESPECT

Kristie Bester

UNITY

Matthew Aldridge

EQUITY

Ashleigh Ford

LEADERSHIP Samantha Bonham
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We also have CEO Principles
Based Awards that recognise
staff for their excellence in
the following areas: Customer
Focused, Solutions Driven,
Quality and Safety, Professional
and Committed.
This year’s winners are:
CUSTOMER
FOCUSED

Andrew
Fraser

SOLUTIONS
DRIVEN

Susie
Shields

QUALITY
AND SAFETY

Ben
Sharkey

PROFESSIONAL
AND COMMITTED

Vivienne
Maybury

As we celebrate these
deserving winners, we also look
forward to next year and the
chance to recognise more of
our staff for their outstanding
representations of our values
and principles.
If you would like to nominate
one of our staff, please mail the
enclosed nomination form to
PO Box 2567, Dangar, NSW 2309
by 30 June 2022.

ASIA PACIFIC 9TH
ELDERCARE AWARDS

HESTA
EXCELLENCE AWARDS

2021

2021

Best Active Ageing
Program

Outstanding Organisation
(Aged Care)

Our virtual wellness and activity
programs, along with our virtual
Wellness for Independence®
programs, were named finalist in
the following 2021 awards:
• HESTA Excellence Awards.
• ACSA Aged Care Awards.
• LASA Excellence Awards.
• 9th Ageing Asia Eldercare
Innovation Awards.
Our virtual programs offer a new
way to access integratedliving’s
services whether you live
remotely, prefer accessing
services from the comfort of
home, or during times where your
region is impacted by COVID-19
lockdowns.
From virtual art classes to online
exercise, nutrition, cardiac or
respiratory programs, our virtual
programs offer variety,
connectedness and freedom
to access our services from
anywhere in Australia.
Interested to learn more about
our virtual programs? Our virtual
calendar is included as an insert
with this magazine. You can
also visit our website or listen
in to episode 3 of our Live Well
Podcast for the full story.

Core by integratedliving

LAUNCHES IN QUEENSLAND
Since late 2019, integratedliving
has been developing a new
integrated, digitised model of
personal health management
services to provide better
health care for people who are
ageing and/or living with chronic
conditions in regional, rural
and remote Australia. This new
model will meet our commitment
to address the equity gap in
access to health services in the
communities in which we operate.
Our Integrated Health Systems
Demonstrator (IHSD) is a threeyear, independently evaluated
program that aims to bring
health care providers (General
Practitioners, Pharmacists,
Physicians, researchers,
hospitals, medical and other
specialists) and our current
services together to form a
connected ecosystem of support
around clients and their carers.
Core by integratedliving is the
foundational service we will utilise
to deliver this integrated care
service to eligible clients.
We launched Core by
integratedliving in November
in three regions in Queensland
– Gold Coast, Wide Bay and
Sunshine Coast. To be eligible,
clients need to live in one of
these regions and be allocated
or waiting for a government
approved Level 3 Home Care

Package, or assessed as having
the equivalent care need if
privately paid.
Core by integratedliving will be
delivered both virtually and
on-location, giving clients choice,
control and tailored, consistent
support to help them achieve
their health goals.
With a focus on prevention,
health maintenance and
continuity of care, each client
will be supported by a dedicated,
specialist Personal Healthcare
Team, including a Personal Health
Partner, Nurses, Allied Health
Professionals, Geriatrician/
Physician, Pharmacist, Social
Worker, administration support
and current aged care services,
such as Domestic Assistance,
Personal Care, Home and Garden
Maintenance, Meals, Transport,
Respite and more.
Clients will interact with their
health care team via the Core by
integratedliving App and utilise a
range of assistive technology for
remote monitoring of vital signs
enabling proactive intervention
when needed.

If you live in one of the launch
regions and would like to know
more, please call 1300 782 896
and ask to speak to the Core Team.

Tune in to
OUR PODCAST
Our Live Well Podcast is now live,
featuring great conversations
about the power of friendship,
dedication and learning
throughout life. We’ll also speak
to experts on how you can live,
feel and be well as you age. Hear
more about Veronica’s sky diving
adventure (see cover) and learn
about her philosophy on pushing
comfort zones.
You can listen to
integratedliving’s Podcast by
searching for integratedliving on
Spotify or Apple Podcasts.
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ROYAL COMMISSION INTO

AGED CARE UPDATE

You may have read in either
the media or our last issue,
that the Federal Government
announced its response to
the Royal Commission Report
into Aged Care Quality and
Safety, through delivery of the
2021-2022 Federal Budget in
May this year. The response
included an additional $17.7
billion to address each of the
148 original Royal Commission
recommendations, with the goal
of improving how the aged care
sector supports older people.
Since this report was released,
teams across integratedliving
have come together to better
understand what changes are
coming that will impact you,
our staff and our organisation
as a whole. We have already
prepared for some of the coming
changes and are now finalising
a plan to manage the remaining
reforms. We have a series of
new projects planned, related to
the Royal Commission reforms
in the areas of workforce,
financial regulation, performance
monitoring,
governance
and the
funding
model.
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meals
A HIT WITH CLIENTS

Just a few of the reforms that
will have direct benefit for you
over the next couple of years
will include:
• A standardised registration
and screening process
for your professional care
workers to ensure safe and
quality services for you.
• A standardised format for
your monthly statements to
improve pricing transparency.
• A star rating system that
will allow you to see how
integratedliving is performing
based on some key
performance indicators.
There are also some key
reforms that won’t be delivered
for some time yet. These
include updated legislation, a
revised set of Aged Care Quality
Standards we must follow to
direct how we deliver care,
and a new support at home
program that will combine the
current Home Care Package,
Commonwealth Home Support
Program and Short Term
Restorative Care Program and
their funding. Whilst the majority
of these won’t be implemented
by the government until 2023,
integratedliving is doing the
preparation work now
to ensure we are
ready to deliver
these requirements
when the time
comes.

Our clients love having a
chat at the door as I deliver
their meals. They feel looked
after that we come to them,
especially as services in the
area they live are limited. The
clients I’m helping are really
happy with the new Lite n’ Easy
meal choices we offer.
- Shane, volunteer.
We are currently facilitating
Meal Delivery services to
clients across Australia through
our partner, Lite n’ Easy.
Their My Choice meal option
is nutritionally compliant,
offering balance, variety and
options to suit most tastes.

See Shane’s full story
on our Live Well Blog which
you will find on our website.

NEW CHSP MEAL DELIVERY
AND TRANSPORT SERVICES
We are thrilled to be offering
Commonwealth Home Support
Program (CHSP) clients a new
and improved Meal Delivery
service through our partner,
Lite n’ Easy. Using your CHSP
funding for Meal Delivery offers
a way to ensure you’re eating
well and have energy for the day.
The convenience of having
ready-to-heat meals delivered
to your door takes the hassle
out of meal times, with no
preparation, chopping or
messy clean ups required!

Getting from A-to-B can be tricky
without your own transport, so
we are thrilled to announce a
new CHSP offering. Transport
vouchers are available through
your CHSP funding. These
vouchers are essentially cab
charge tickets you can use in
taxis to travel from home to
appointments, the grocery store
or to visit family and friends.
Interested to learn more? Visit
our website or call our Customer
Service Centre on 1300 782 896.

The importance of FOOD SAFETY
Food safety practices are
extremely important in preventing
food poisoning and the serious
side effects it can cause like
vomiting, diarrhoea and cramps.

Keeping your food safe
• Cook food properly and to the
right temperature – cook meat
all the way through until the
juices run clear, for example,
ensuring there is no pink left in
mince or sausages.
• Keep food steaming hot until
you serve it. Don’t leave food
to cool down in the oven and
eat it later.
• Cool leftovers quickly, then
cover them and put them in
the fridge or freezer.
• Eat refrigerated leftovers in 1 to
2 days. Reheat leftovers until
they’re steaming hot and don’t
reheat food more than once.

• Refrigerate food that needs
to be kept cold as soon as
possible after purchase at or
below 5°C.
•
•
•

•

If you do have a bout of food
poisoning, it’s important that you
watch for signs of dehydration
and seek medical attention
Defrost frozen food in the fridge, (from your GP or hospital) if
symptoms persist and you
not on the kitchen bench.
cannot keep fluids down. Signs
Store raw and cooked foods
of dehydration include fatigue,
separately in the fridge.
muscle weakness, cracked lips,
dry mouth, headaches, dizziness,
Avoid cross contamination by
preparing and cooking raw food nausea, increased heart rate,
with separate utensils (cutting confusion and low urination.
Oral rehydration solutions are
boards, knives, tongs etc.) to
available from your pharmacy
those you’re using to prepare
and can help by replacing lost
other parts of the meal.
fluids.
Wash and dry your hands and
Source: www.healthdirect.gov.au/
equipment before and during
food-safety
food preparation:
- Before commencing cooking.
- After touching raw meat, fish,
eggs or soiled vegetables.
- After using the toilet, blowing
your nose, touching an animal
or touching sores or cuts.
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How is your mental
and emotional health?

This is a very important time to
take a moment and check how
you are feeling. Your emotional
and mental health can have an
impact on your physical wellbeing
so make sure you reach out if
you are feeling depressed or
anxious.
Making time to rest and reflect
on the good things in life, will
help restore your energy, as
well as bringing a sense of
perspective and calm.  

How we can help you
Social Support Phone Calls - if
you find yourself in need of a
chat, integratedliving is offering a
social support call service to help
you stay connected. You tell us
how often you would like us to
call and for how long and you can
chat to us on any topic you like.

Virtual programs to stay
connected - we offer a range of
programs which can be accessed
via a computer, laptop or tablet,
including:

Where to find your purpose:

• Let’s Have a Conversation –
make new friends and connect
online in the comfort of your
own home.

• Spirituality – growing your
spiritual knowledge or being
more involved in your spiritual
community.

• Arts and craft sessions.

• Acts of service – giving
back to the community –
volunteering, getting involved
in a community project.

• Games and trivia.
• Music and singing.
• Wellness exercise classes.

Finding purpose
It’s important to find purpose in
our lives, as it gives us meaning,
pleasure and something to work
towards.

Our purpose does not have to be
big, as most of us have done the
Activity Centres - our friendly
big things already - like having
staff and volunteers ensure a
careers or families, travelling or
warm and welcoming environment making a lovely home. For some of
with meaningful conversation,
us, we may already have purpose
activities and friendship. We also
in our lives but not realise it.
encourage a healthy and active
lifestyle through our range of
Finding purpose starts with
supportive and inclusive activities reflection, reviewing and being
that embrace the uniqueness of
prepared to grow and make small
each individual.
changes.
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• Connections – developing
stronger relationships with
family, friends, and community.

• Health and wellbeing –
improving your nutrition,
joining an exercise group,
going to a Yoga, meditation, or
mindfulness class.
• Past activities you enjoyed
– thinking of things you have
enjoyed in the past, igniting an
old hobby or passion.
• New hobbies and interests
– there may be things you’ve
wanted to do but have never
had the time or courage to try.
• Knowledge – is there an area of
interest that you have always
wanted to learn more about?
Maybe it’s time to order that
new book or enrol in a short
course.

GREAT APPS
TO TRY!
CHECK ON YOUR
EMOTIONAL HEALTH
‘Daylio’ is a free App which
acts as a journal, goal setter
and mood tracker. With the
daily updates, you can pick a
smiley face to track your day
and also individualise activities.
After a month it shows a graph
of your mood to see how you
are travelling and it reminds
you of the goals you set!
https://daylio.net/
Take time to rest and reflect

INSIGHT TIMER

DOWN DOG

HEADSPACE

These free meditation Apps
will help you unwind, clear your
head and feel more focused:

EXERCISE CAN HELP

your mental health
You may not realise it, but your
mental and emotional health can
also be improved with physical
activity. Gentle exercise can
increase your self-confidence,
improve your mood, as well as
decrease stress levels.
Staying active and mobile are
also important for maintaining
social relationships, so that you
can attend family events, meet
up with friends or even look after
the grandkids.
Exercise doesn’t need to be
intense or hard work. Try walking,
Yoga, Tai Chi or swimming. Visit our
Wellness Centre or participate
in a virtual exercise class in the
comfort of your own home. Our
Active Ageing blog on our website
www.integratedliving.org.au will
give you some more ideas to get
you started.

We loved seeing you SHARE YOUR JOY!
To spread some happy news, we
invited our clients and staff to
share their joyful moments and
the things that make them smile.
Our ‘share your joy’ campaign in
October helped us to focus on
the positive things in life. It also
helped to bring joy to others in
the process.
It’s often the most simple things
in life that bring us the most joy!

CALM

Happy 99th birthday Joyce!
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Caring for you
IN YOUR HOME
NURSING HELP
Whether you are recovering from
surgery, have a chronic health
condition, or require medication
assistance, our in-home nursing
service provides you with the
personal support you need to
improve your health.
This service is run and delivered
by qualified Registered and
Enrolled Nurses, along with
experienced nursing assistants.
We will work closely with you,
your carer, family, GP and health
professionals, to ensure we meet
your individual health needs.

Our services include:
• Wound care.
• Diabetes education and
management.
• Compression management.
• Continence management.
• Falls management.
• Medication management.
• Stoma therapy.
• Catheter care.
• Skin integrity management.
• Dementia care.
• Chronic disease support.
• Palliative care.
• Personal care.
• General health and wellbeing
support.
• Telehealth monitoring.

What I love about my job is
being able to assist our clients
to continue living safely in their
homes. My bubbly and positive
personality leaves my clients
with a smile on their faces.
- Ashley Smith,
Enrolled Nurse.

TELEHEALTH
What is Telehealth?
Telehealth is designed to assist
clients living in regional, rural or
remote areas to manage chronic
health conditions while living
independently in their homes.
Telehealth provides clients with
health monitoring services and
equipment that can measure
blood pressure, blood sugars and
other important health indicators,
along with the nursing support to
manage these.
One of the first organisations to
offer Telehealth services nearly
a decade ago, integratedliving
continues to enhance its support
for Telehealth clients, with nursing
consultations and health coaching
via phone or video call.
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Our services are designed to
meet your individual needs and
we can also liaise with other
health professionals involved in
your care.
Telehealth can provide assistance
for chronic conditions, including:
• Diabetes.
• Heart conditions.
• Chronic Obstructive
Pulmonary Disease (COPD).
• Asthma.
• Mental health.
• Those at risk of falls.
• Weight management.

I love providing remote health
support for clients as I have
seen it change so many lives
for the better. People taking
better care of their health
means staying at home
safely for longer. It is a great
feeling to know we made that
difference.
- Samantha Barford, Registered
Nurse Lead Telehealth.

DIET AND
NUTRITION SUPPORT

““

SOCIAL WORK

Eating a well-balanced diet is an
important part of maintaining
your wellbeing and energy
levels as you age.

WELLNESS FOR
INDEPENDENCE®

If you are looking for a way to
learn more about your health,
as well as staying socially
connected, our Wellness for
Independence® programs are
a must! There are quite a few
programs available which run over
several weeks and you can do
these from the comfort of your
own home. Don’t worry, we will
provide you with an iPad to borrow
and show you how to use it.

Our accredited Practicing
Dietitians will visit you in your
own home or work with you
via our Telehealth program to
assess your nutritional needs
and tailor a nutritional care plan
just for you.

Choose a program which suits
you from our range of topics:

We understand the science
behind nutrition and can provide
expert medical nutrition therapy
and food advice. We assist
to target individual dietary
needs and food preferences
to promote both physical and
mental health, independence
and to prevent or manage
different health conditions.
We will support you to optimise
your nutrition, health and
wellbeing, whilst building a
healthy relationship with food
to encourage enjoyment at
meal times. I love being able to
support clients to meet their
optimal health through good
nutrition and healthy eating.
- Anna Bampton, Dietitian.

People can often become
overwhelmed by stress and
other emotions during difficult
times, so it can be very
beneficial for them to have
someone to provide support
and guidance. It’s also very
rewarding for a Social Worker
to be able to make a positive
difference in someone’s life.

•
•
•
•
•
•
•

Digital Wellness.
Cardiac Wellness.
Foot and Diabetes Wellness.
Low Vision Wellness.
Memory Wellness.
Respiratory Wellness.
Nutritional Wellness.

Social Workers provide
support to people needing
assistance to make changes
in their lives which aim to
improve their personal and
social wellbeing.
I work closely with each client
to identify areas for change
and connect them to other
service and support networks
to assist with facilitating these
changes.
All of our social work services
can be accessed from the
comfort of your home, no
matter where you live, through
our online Telehealth program.
- Bree Bishop, Social Worker.

We always spend a good time at
the start of our program focusing
on mind health. We laugh and
share so many wonderful
stories with each other. After
our fun we learn all about how
to look after our respiratory
system. This is why I am so
passionate about Wellness for
Independence®. I recommend it
for everyone!
- Christine Crockett,
Wellness Lead.
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VIRTUALLY
FANTASTIC!
So often adversity leads to
inspiring new ways of doing
things. This has certainly been
the case for our Wellness and
Activity Centres, with many in
extended lockdowns that meant
clients couldn’t physically attend
our centres for many weeks,
sometimes months. Instead,
our team took more classes
and activities to our clients and
carers in their homes through
our virtual programs, and the
results have been outstanding
across both our activity and our
exercise classes.

Our At Home Exercise Classes:
Meet John and Susan
Chudleigh who tune into three
integratedliving movement
classes each week.
“We find the discipline of having
to tune in on Zoom very good,”
said John from the couple’s
home in Orange, NSW.
“My fitness has improved,” John
said. “I had trouble getting out
of the chair before we started
the exercises. Now I can get
out of bed without any help and
I haven’t had a lot of trouble
in terms of balance. Now I
sometimes head off without my
walking stick because I don’t
think about it. Before I couldn’t

really be confident to walk to
another room.”
John’s wife Susan has noticed
similar improvements in her
physical assuredness as well.
“The classes give me a little bit
more confidence,” Susan said.
“I’m very aware of not having a
fall. I enjoy that the instructors
can see us very clearly and help
us individually in that way.”
The retired couple also enjoy the
social connection the classes
bring, meeting old and new
friends online.

We have found incorporating the exercises into our everyday
activities very helpful. This includes doing lunges in the kitchen
while waiting for the jug to boil, step-ups with weights in front
of the TV and using TheraBands for a bit of chair Yoga.
- Rob, client.

Our At Home Activity Classes:
An expanded and ongoing virtual
activity program has brought
many benefits to its participants,
not least those who were in
lockdown for up to 15 weeks.
“While many of our centres were
in lockdown, we were able to offer
our virtual program 5 hours a
day, 5 days a week,” said Activity
Centre Manager Alicia Parker.
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“This brought invaluable support
to our clients and relief for their
carers. Those clients who made
the most of our virtual activity
classes during lockdown have
maintained their wellbeing a lot
better than those who didn’t,
which was interesting to see.

“Now that we have been able to
reopen with COVID restrictions
lifting, we are still offering the
virtual program with 2 sessions
per day, 4 days per week, as well
as our virtual carers group,” Alicia
said.

The virtual program includes Arts
“We also offered support sessions and Crafts, Games and Trivia,
Learn and Discover, Music and
for carers while the activity
Singing, and the carers support
classes were taking place. This
group will continue.
was especially important for
those carers who couldn’t go out
To find out more phone
because of lockdown. It gave
1300 782 896 or visit
them the chance to connect and
www.integratedliving.org.au.
share the stressful situations
Please see the latest timetable
they were facing.”
included with this magazine.

OUR CUSTOMER SERVICE CENTRE

IS HERE TO HELP
There have been some big
changes in the way our
Customer Service Centre
operates this year, with some
fantastic improvements made to
ensure better client experience.
A new leadership structure has
been put in place with a Senior
Manager, Team Leader and
Systems Analyst collaborating
with and guiding the team.
Recently, the leadership team
also welcomed a dedicated
trainer who is responsible for
quality improvement, to ensure
our team can respond quickly
and manage your enquiry
efficiently when you call us.
Over the past year we have more
than doubled the number of both
inbound and outbound calls with
our clients and are proud to have
significantly reduced call waiting
times to two minutes on average.
Senior Manager Customer
Service, Craig Rohrich, is
committed to ensuring constant
improvement within the team
to help clients enjoy the best
experience possible.

Respite for carers
We understand that caring can
be a very rewarding experience,
but it is also physically and
emotionally demanding. If you are
someone who cares for others,
it’s important that you look
after your physical and mental
wellbeing.

My own parents live out of Dubbo and have had challenges
accessing the care they need. integratedliving’s dedication to
ensuring that our clients in regional, rural and remote communities
are able to access the services they need when they need them
aligns so well with my own experience and values.
We motivate our team through storytelling to create empathy
and understanding. The most important thing to all of us is
to ensure person-centred care that respects the needs and
dignity of everyone we speak to.
– Craig Rohrich, Senior Manager Customer Service.
Our Customer Service Centre team can assist you with all your
enquiries and welcomes your feedback.
To reach one of the friendly team, please call 1300 782 896.
It’s important to note that our busiest time for calls each day is
between 9am – 11am when we receive over 100 calls per hour,
so if your enquiry is not urgent feel free to call us outside of
those times for shorter waiting periods.

Our respite services can provide
care for the person you look after,
so you can have a break. You
may wish to schedule a regular
service, or you may just need a
one-off service to cover you for
a period of time. Whatever the
reason, we can help you care for
your loved one while you relax or
attend to other matters. Please
call 1300 782 896 for more
information.
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STAY SAFE
this summer
You may notice you feel the
impact of higher temperatures
and humidity more than you
did before. Older people are at
a greater risk of heatstroke and
dehydration. This could be due
to ill-health which affects your
respiratory system or even
medications which might impact
on how you respond to changes
in temperature.
Here’s how to stay well this
summer:

Drink…drink…drink
Drink plenty of water and keep
hydrated, even if you don’t feel
thirsty. Add an electrolyte to
your water if you are perspiring
profusely. Not having enough
water in your system can make
you feel faint or nauseous, which
can lead to dizziness and falls.
Please speak to your GP or
specialist before increasing your
water intake if you have been
notified of having a fluid restriction.

Keep your home cool
• If you are using your air
conditioning, close the doors
in the room you are cooling to
help it cool down faster and to
keep the electricity costs down.
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ACT FAST

if you don’t feel well
• If you are concerned about the
cost of running the air conditioner,
make sure you use a fan in the
hottest part of the day.  
• You can also draw the blinds or
curtains to minimise the heat
from the hot sun on the windows.
• Look at installing external
window coverings or shade
cloths on the side of the house
which faces the sun.
• When there is a cool breeze
outside, open the windows and
doors of your home to allow the
air to circulate around and assist
•
with cooling the house down.

Get organised
• Put some wet hand towels
inside the fridge and then
place them around your neck
to help cool your body down.
Placing your feet in cold water
will also help.
• When leaving the house, plan
ahead and take plenty of cold
water with you.
• Prepare for predicted extreme
heat waves by stocking up on
food, water and medication so
that you don’t have to leave
the house.
• Make sure that you store
your medication at the

Dial 000 if you experience any
of these symptoms:
•

Feeling dizzy or faint.

•

Nausea.

•

Headaches.

•

Feeling over tired.

•

Having a rapid pulse.

•

Muscle cramps.

recommended temperature
and do not leave in a very hot
location where the sun and
heat might affect it.  
Park your car in a shady
undercover carpark where
possible so it doesn’t get too hot.
• Ensure your mobile or landline
phone is at arm’s reach if you
need to call for help.

Skip outdoor activities
Many of us love our gardens,
want to hang out washing, or
walk the dog, but we need to
avoid doing activities during the
day as much as possible or make
sure we do them early in the
morning. If you must go outside
when it’s hot, make sure you
wear a hat and loose-fitting,
light-coloured clothing made from
natural breathable fibres, like
cotton and linen.

Get bushfire
READY
It’s the hottest time of year again,
and with soaring temperatures
and a dry landscape comes the
threat of summer bushfires. The
devastation of fires has been all
too real for so many Australians
these past few years, so what can
we do to prepare ourselves for the
worst as we hope for the best?

• Enclose any areas under the
house.

The NSW Rural Fire Service has
generously provided this list of
home maintenance suggestions
for your house and garden:

• Cut back trees and shrubs
overhanging buildings.

• Clean your gutters of leaves
and twigs.
• Install metal gutter guards.
• Repair damaged or missing
tiles on your roof.
• Install fine metal mesh
screens on windows and
doors.
• Fit seals around doors and
windows to eliminate gaps.

• Repair or cover gaps in
external walls.
• Attach a fire sprinkler system
to gutters.
• Keep lawns short and gardens
well maintained.

• Clean up fallen leaves, twigs
and debris around the property.
• Have hoses long enough to
reach around your house.
• If you have a pool, tank or dam,
put a Static Water Supply
(SWS) sign on your property
entrance so firefighters know
you can get water.

We take great pride in making
sure our clients’ homes are
neat and tidy and hazard free.
Whether that’s for fires, flash
flooding, storms, snakes and
spiders or that kind of thing.
I try to keep on top of safety
and hazard issues for them and
keep them well informed. Then
they can have peace of mind.
- Damien Mayer, Home and
Garden Maintenance Worker,
Port Stephens NSW.
For more information, visit
www.rfs.nsw.gov.au
Our Home and Garden
Maintenance service is available
to assist you with these tasks
around your home.

• Check and maintain adequate
levels of home and contents
insurance. Ensure it is up-to-date.

Phone 1300 782 896 for
more information on this
integratedliving service.

“Not only do
I get to see
the physical
improvements
clients achieve
through our
exercise classes,
but I also get to
witness the supportive friendships
they are making here in the centre.

“As a community
nurse, I am
passionate
about supporting
vulnerable people
in our community
to remain at
home safely, to
be as independent as possible,
and to enhance their quality of
life, and integratedliving shares
this passion.

Staff INSIGHTS
“I enjoy
connecting with
people from
all walks of life
and providing
exercises to help
each person
achieve their
personal goals and maintain their
physical independence. Watching
clients progress and improve
their quality of life is definitely a
rewarding experience.”
- Benjamin Sharkey,
Exercise Physiologist,
Ballina NSW.

I also run sessions on goal setting,
developing gratitude and finding
purpose. It has been so rewarding
to see clients make positive
changes to improve their quality
of life as they age.”
- Michelle Myatt,
Wellness Centre Coordinator,
Toowoomba QLD.

Over the past 18 months,
maintaining social connections
has been more important than
ever and I feel working as a
community nurse has allowed me
to help clients achieve this.”
- Kara Smith,
Registered Nurse, Ballarat VIC.
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PAYING YOUR ACCOUNT IS EASY -

Feedback

THERE’S AN OPTION TO SUIT EVERYONE

integratedliving welcomes your feedback
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.

There are multiple ways to manage
your integratedliving account.

•

•

•

•

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/

Direct Debit - your payment is
automatically debited from your
account on a regular basis.
Centrepay - a Centrepay form
authorises Centrelink to make
payments to integratedliving
Australia from your fortnightly
pension.
Internet Transfer - transfer payment
to Commonwealth Bank of Australia:
BSB: 062 501
Account No: 10337247 (use your Client
ID shown on your invoice as the reference).

Credit Card - call us on 1300 782 896.
Branch Deposit - visit your local
Commonwealth Bank or your own
banking institution and make a
deposit with cash or cheque to:
Commonwealth Bank
BSB: 062 501
Account No: 10337247 (use your Client ID
shown on your invoice as the reference).

BPAY - invoices now provide BPAY
details with your own specific Client
Reference Number. integratedliving
Australia Biller Code is 361279.
Please contact the Accounts
Receivable Team via email at
accountsreceivable@integratedliving.
org.au or phone 1300 782 896.

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.
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SUPER SUMMER SALAD

Greek Salad with Farro
INGREDIENTS:

METHOD:

• 125g of pearled farro (spelt).
• 2 Lebanese cucumbers, sliced

1. Rinse the farro and place into a
medium sized saucepan. Add 2 ½
cups of water and bring to the
boil. Reduce the heat and simmer
whilst covered. Stir occasionally
for 15-20 minutes. Cook until
tender, drain and let cool.
2. Prepare the other ingredients by
chopping the cucumber, red onion,
olives, tomatoes, parsley and drain
the chickpeas. Place all ingredients
into a large serving bowl.
3. Add the farro and stir.
4. Drizzle with olive oil and lemon
juice and stir.
5. Crumble the fetta on top and add
pepper to taste.

into small pieces.

•
•
•
•
•
•

1 red onion, diced finely.
400g can of chickpeas.
40g of kalamata olives, pitted.
200g of Greek fetta, crumbled.
½ cup of parsley, finely chopped.
1 punnet of cherry tomatoes,
quartered.

DRESSING:

• 3 tablespoons of fresh lemon
juice.

• 1 tablespoon of olive oil.
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