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A message from

Catherine

Hello everyone and welcome to our new-look Live Well 
Magazine. As a leading provider of in-home services in 
regional, rural and remote Australia, we understand the 
importance of connection within communities. Here we 
share with you stories of client and staff connections and 
accomplishments, capturing the value of each person, 
especially as these are so often intertwined.  

The benefits of these connections is magnified in our cover 
story featuring Lorraine and Maree on page 4. To make a 
significant difference at a precarious time in someone’s 
life is very rewarding and motivating and one appreciated 
by both client and nurse. Indeed, after 27 years with 
integratedliving, Maree says it’s why her work is still so 
fulfilling – the giving is the receiving. Support Worker of 25 
years, Janine, agrees. Read her inspiring story on page 12. 

Thank you for choosing us to provide services to you 
throughout 2022, participating in social media campaigns 
to acknowledge staff, nominating staff for Values Based 
Awards, and providing feedback to enable better support 
for you within your communities. Enjoy the magazine and 
its stories, stay safe, and we look forward to 2023 with you. 

Catherine Daley 
Chief Executive Officer

WE ACKNOWLEDGE

integratedliving respects and honours First Nations Peoples as the Traditional 
Owners and ongoing custodians of the land. We recognise their continuous 
connection to culture, community and Country and commit to building a brighter 
future together.

CONTACT US

Registered Office 
3 Wilkinson Avenue,  
Muswellbrook NSW 2333 
Facsimile 1300 778 718 
PO Box 2567, Dangar NSW 2309

integratedliving Australia Ltd 
ABN  |  95 130 530 844

Customer Service Centre  
1300 782 896

www.integratedliving.org.au 
mail@integratedliving.org.au 

Follow us on Facebook 
facebook.com/integratedliving

Follow us on Instagram 
instagram.com/integratedlivingaustralia 



“Lorraine is vibrant with life now. She has 
been able to get back into life and living, 

whereas she thought she wouldn’t be able 
to go on. I admire her very much and I’m 

always very excited to see her.”
Maree McKenzie, Registered Nurse
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SAVING GRACE
By Liz Moore 

It was dire. Lorraine had fallen out of bed in 
the middle of the night, and didn’t come to 
until late the following afternoon. She called 
for help, and when the ambulance got there, 
her body was starting to shut down. Lorraine 
had a perforated diverticulum and she 
needed bowel surgery and then a colostomy 
bag to survive. 

“It was pretty traumatic for me,” Lorraine 
said. “Knowing I had to have a stoma bag 
sent shivers through me. I coped quite well 
in hospital, the stoma nurse was great, but 
then I had to come home. Well, I just thought, 
‘I’m not going to cope with this. I’ll just die 
anyway’.” 

Then in walked Registered Nurse Maree, who 
has been with integratedliving Australia for 
27 years now. “Maree came that first day at 
home, and she was so supportive. She was 
so lovely, gentle and professional. She gave 
me a lot of confidence. And from then on, she 
just got me through the whole thing.” 

Both based in Ballarat, Maree came twice 
a week for many months, and another 
‘wonderful’ nurse attended Lorraine on a 
third day weekly.  

“Maree was so sympathetic and sweet but 
so positive,” widowed Lorraine said. “It’s just 
wonderful what she has done for me as a 

person. I really appreciate everything she 
does, and she does it without any fuss and 
so professionally.” 

After Maree’s grandson Samuel survived 
very serious bowel surgery, the pair formed 
an even stronger bond. Following an article 
about Samuel in the newspaper, Lorraine has 
kept the little survivor close to her heart. 

“His photo’s still on my fridge and I talk to him 
often,” Lorraine said. “How he came through it 
gave me inspiration as well. The little darling 
was only 24 hours old. I was 77 at the time 
and I thought ‘if he can do it, I can do it’. I 
felt very grateful to know I wasn’t the only 
one on this Earth who is struggling at the 
moment.” 

The admiration between client and nurse 
is mutual. “The way Lorraine has coped, 
the way that she’s gone forward with the 
help that’s been provided, but strongly 
independent, is very inspiring,” Maree said. 

“Lorraine is vibrant with life now,” Maree said. 
“She has been able to get back into life and 
living, whereas she thought she wouldn’t be 
able to go on. I admire her very much and I’m 
always very excited to see her.” 

In more good news, Lorraine has been able to 
have her colostomy bag removed. “That was 
a terrific bonus,” Lorraine said. 

After a nearly fatal incident, Lorraine wasn’t sure she wanted to 
live anymore. Then nurse Maree McKenzie showed up and gave 
her the hope and reassurance that she could face her latest health 
challenges and find joy again. 
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COVID-19 
UPDATE
By Jo Isaac

integratedliving remains committed to our 
risk-based approach to COVID-19 in line with 
our emergency management framework. 

The world has been grappling with COVID-19 
for almost three years now. While we are all 
fortunate that science has enabled protection 
for the majority from the worst effects of 
the virus through vaccination and anti-viral 
treatments, we are unable to say that the 
pandemic is over as we continue to see new 
infections and lives lost every day.  

With our risk-based approach to COVID-19 
in line with our emergency management 
framework, thankfully the processes we 
have in place to minimise risk have proven 
to be robust and have enabled us to avoid 
unnecessary transmissions.  

“We have taken a more conservative approach 
to safeguard our clients, team members and 
communities,” said Andrew Murray, Head of 
Risk Management and Business Continuity. 
“As restrictions and mandates have been 
eased by governments, we have remained 
dedicated to strict guidelines such as 
employee and client screening, masking and 
physical distancing.”  

“These sensible measures have helped us to 
maintain service delivery through every wave 
of COVID-19,” Andrew said. “These measures 
will remain in place while COVID continues to 
circulate. We will also continue to follow all 
recommendations from government and aged 
care authorities.” 

We are proud of our adaptability and 
innovative approach over the past three years 
as we have supported each other through 
many difficult times. This approach has 
enabled us to accelerate our virtual offerings 
to support our clients during lockdowns, 
innovations that will continue to be developed 
for the benefit of our clients in the future. 

A SHORTER 
ROAD TO 
RECOVERY
By Julianna Stewart
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Our STRC program offers intensive support from integratedliving’s multi-disciplinary team 
and can include a range of services such as occupational therapy; physiotherapy; nursing 
support; house cleaning; provision of technologies to help with daily tasks; and minor home 
modifications. 

If you are assessed under My Aged Care for STRC funding, a program of assisted care will 
typically run for up to eight weeks with a maximum of two rounds per year. 

June’s story 

June, 82, from New South 
Wales, was suffering from 
mobility issues and was unable 
to walk next door to visit her 
husband in an aged care 
facility. This was impacting her 
emotional wellbeing. 

Physiotherapy and occupational 
therapy were provided under our 
STRC program to increase her 
strength, balance and mobility. 
After several weeks with a 
daily exercise program, not 
only did her mobility improve, 
but she felt happier, safer and 
more connected to her local 
community.   

An STRC-funded ramp was 
also installed from the external 
door of her home. The ramp 
enabled her to use a walker and 
access the garden. June has 
been feeling a lot happier now 
she can independently leave 
her home and visit her husband 
whenever she likes.  

“Loving the new ramp to 
my front door. Thumbs up!” 
June said. “Physiotherapy 
continues and I have held my 
independence well. I’m going 
great.”  

Our Short Term Restorative Care (STRC) program is helping  
clients regain their health and independence – and it’s having a 
positive impact on their overall wellbeing. 

Pictured above: June using 
her purpose-built ramp; Pat 
enjoying a book with his new 
scanner pen. To find out more about our 

STRC program, call  
1300 782 896 or visit  
www.integratedliving.org.au

Pat’s story 

Once a farmer, 84 year-old 
Pat had never learned to 
read. When his wife passed 
away, he relied on friends to 
read bills and other important 
documents for him.   

The once joyful and fun-loving 
New South Wales resident 
started to feel dependent on 
other people, and also quite 
lonely and isolated.   

With STRC funding, Pat was 
provided occupational therapy, 
physiotherapy and a social 
worker to improve his mobility 
as well as his emotional and 
mental wellbeing. 

The STRC team also sourced 
and provided him with a 
special scanner pen to help 
him read. Pat now visits the 
library regularly, providing 
him with social interaction 
and cognitive stimulation. He 
is currently reading this fifth 
book, Alexander the Great 
using his new reader pen. He is 
a very welcome and frequent 
visitor to his local library. 
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BRINGING 
HOLISTIC 
HEALTH 
HOME TO 
YOU
By Liz Moore

Did you know our 
Virtual Wellness 
Services program has 
expanded its social 
sessions, activities 
and exercise 
classes? 

It’s now easier than ever to 
look after all your wellbeing 
needs from the comfort of 
your own home. Wellbeing is 
more than just looking after 
one part of your health. It is 
taking care of yourself as 
a whole. That’s why we’ve 
expanded integratedliving’s 
virtual programs. Not only 
can you look after your 
physical health in our 
virtual movement classes, 
but our virtual activity and 
social sessions have grown 
significantly, too.  

“For clients to get the most 
out of all the programs on 
offer, we recommend doing 
a range of different classes 

and activities,” said Sarah Leoniuk, our Digital Support Officer 
Team Leader. “We have designed it around people enjoying 
multiple programs, so each client can enjoy the greatest 
benefit to their overall health.” 

Sarah encourages clients to take a holistic view of their 
program. “It’s important to consider all aspects of our health. 
Not just the physical, but also our mental health, social and 
emotional wellbeing, and education.” 

Sarah said to do this, the Virtual Wellness Services calendar  
is expanding to include sessions such as Book Club; 
Reminiscence; Learn and Discover; Music and Singing; Games 
and Trivia; and Arts and Crafts, including Learning to Draw. 

Check out the full Virtual Wellness Services calendar 
included with this magazine.

Pictured: Exercise Physiologist Tiarne Ashman hosting a virtual  
exercise class.



Since then, we’ve had a change of government and 
there’s now a slightly different plan to introduce those 
reforms, but the objective remains the same.  

December 2022 will see a few of these reforms 
introduced including some that affect you and the 
services we provide to you. These include: 

• Introduction of an industry-wide Code of Conduct 
that will set the expectation for the conduct of your 
professional care workers, ensuring safe and quality 
service delivery. 

• New legislative requirements for the makeup of 
provider Boards, requiring clinical expertise and client 
representation as well as new rules for testing the 
suitability of our Key Personnel.  

• An expansion of the Serious Incident Reporting 
Scheme to providers of in-home care, requiring us to 
report serious incidents we become aware of to our 
regulatory body. 

There are also some further reforms planned for next 
year including a revised Aged Care Act (our primary 
piece of legislation) and a new set of Aged Care Quality 
Standards that guide us in how we deliver care. We’ll 
provide you with more detail in our next edition of the 
Live Well Magazine. 

Please refer to the letter from the Aged Care Quality 
and Safety Commissioner included with the magazine 
and if you are interested in further details about these 
reforms, we encourage you to visit https://www.
health.gov.au/initiatives-and-programs/aged-care-
reforms

DID YOU KNOW 
THERE ARE AGED 
CARE REFORMS 
COMING SOON?
By Katie Lever 

The Royal Commission Report into Aged Care 
Quality and Safety was released in 2021, 
recommending 148 reforms with the ultimate 
goal of improving how the aged care sector 
supports older people.  
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“It’s important to 
consider all aspects 
of our health. Not 
just the physical, 
but also our mental 
health, social and 
emotional wellbeing, 
and education.” 
Sarah Leoniuk,  
Digital Support Officer 
Team Leader
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It’s easy to find smiling faces at our Activity Centres, 
where people come for an outing each week and enjoy 
their days filled with laughter and friendship.  

Our Activity Centres provide a welcoming community 
where people can take part in a range of different 
activities, or just relax and enjoy some great company. 
It’s a perfect way to break up the weekly routine while 
engaging in social connection and stimulating activities. 

“We are so lucky to have the opportunity to listen to the 
lovely range of voices from our clients at our music and 
singing sessions,” said Taleiha Hobson-Rozyn, Activity 
and Respite Team Leader. “Hearing old tunes often 

Our Activity Centres bring memories and 
so much more back into focus for our 
wonderful community of clients. 

ACTIVITIES TO 
BRING OUT THE 
BEST IN YOU
By Julianna Stewart 
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brings back fond memories of growing up, 
and it’s such a wonderful experience to hear 
all the stories that are shared by our clients 
about times and places in history. Also, to 
remember some of those great singers and 
songs from the past.” 

“Our art and craft sessions prove that you 
don’t have to be Michelangelo to produce a 
work of art. Enjoyment and creativity have 
their own way of producing the right piece for 
each client,” Taleiha said. 

Our teams and clients at the Centres rarely 
miss an opportunity to dress up. “It doesn’t 
matter what the occasion is – St Patrick’s 
Day, Remembering the ‘60’s, Carnivale,” 
Taleiha said. “There’s always some bright and 
colourful costumes, lots of arts and crafts, 
great food, and themed games and activities 
to enjoy.” 

Our Activity Centres are located at Raymond 
Terrace, Gorokan, Woy Woy and Gosford 
in New South Wales, as well as Fingal and 
Summerhill in Tasmania. 

Classes include:  
• Arts and crafts  

• Games and trivia  

• Learn and discover  

• Music and singing 

• Reminiscing and mindfulness  

• Gardening and outdoor activities 

• Moto Tiles

You can also take part in many of our activity 
classes online from the comfort of your own 
home. Call 1300 782 896 to find out more 
about our virtual programs and session times.

Pictured - clockwise from above right: Val using Moto 
Tiles; Wilfred and Phil constructing a timber bench; 
Patricia; Support Worker Neha Sondhi with Rob; 
Jack and Bruce dressed in costume; Activity Centre 
Coordinator Amanda Andrews with Val.

“Our art and craft sessions 
prove that you don’t have to 
be Michelangelo to produce 
a work of art. Enjoyment and 
creativity have their own 
way of producing the right 
piece for each client.” 
Taleiha Hobson-Rozyn, Activity 
and Respite Team Leader
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For integratedliving Support Worker based 
in Tasmania, Janine, looking after clients is 
a labour of kindness and fun. “You need to 
be flexible, caring, kind and approachable,” 
she said, “I always try to provide a fun and 
happy experience for clients, and always be 
respectful. Life is short. I like to give clients a 
good laugh and some fun.” 

Having supported some clients for more 
than a decade, Janine approaches new and 
longer-term clients in the same way. “I find 
out what the client would like and how we 
can help them achieve their goals,” Janine 
said.  

“I find out what they want to do to stay at 
home, what they want to do socially. It’s 
really interesting to find out. We all like 
different things,” Janine said. “I’ve done 
things I haven’t done before. I’ve played 
eight-ball with some clients, I’ve sung with 
others, taken one client to church. I’ve 
done so many things with clients. I had the 
privilege to take one client to her mum’s 
funeral and her mum had also been a client 
of mine. It was an honour to take her and to 
know them both.”

Janine says there have been many special 
moments in more than a quarter of a 
century of service. One client was terminally 
ill and hadn’t had contact with his brothers 
for a long time. They lived on the mainland 
while he was in Tasmania. “He was too weak 
to travel, so we used an iPad to enable him 

TO GIVE IS  
TO RECEIVE 
By Liz Moore

to speak to them before he passed. It was 
lovely for them just to talk.” 

Then there was the client who hadn’t left her 
house for several years. “It took probably a 
year of building trust with her,” Janine said. 
“In the end, I had five hours with her each 
week to take her wherever she wanted. We 
got her to the doctor and she got glasses so 
she could see. We had coffee, and made it all 
very relaxed for her.” 

Janine said getting older brings a wisdom 
and perspective to it that she’s been lucky to 
witness many times now. 

“They say to me, ‘as you get 
older, you won’t sweat the 
small stuff, you just don’t 
worry about it’. ‘These things 
are out of your control so you 
just try and live every day the 
best you can.’”

Janine Burke, Support Worker

“Most clients are very respectful and 
considerate. Most are just so kind, and it’s 
special to spend a lot of time with people 
who are like that and have stopped sweating 
the small stuff.” 

After 25 years of 
service, Janine 
knows assisting 
clients brings its 
own rewards, and 
some practical 
wisdom and fun, too. 

Pictured: Support Worker Janine Burke and client Julie.
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STAY 
SCAM 
AWARE
By Liz Moore

While scams have been around for centuries, 
technology has increased the need for extra 
vigilance in our daily lives. In fact, awareness 
is often listed as the first important way 
to protect ourselves from scams. Simply 
being alert to the fact that they exist can be 
protective and potentially preventative. 

What we can all do to protect ourselves, as 
recommended by Scamwatch, is to: 

• Be alert to the fact that scams exist. 

• Know who you’re dealing with. Verify who a 
person is. 

• Don’t open suspicious text messages, 
pop-up windows, click on links or email 
attachments. Delete them. 

• Don’t respond to phone calls about your 
computer asking for remote access. Hang 
up.

• Keep your personal details secure, 
including how much you share on social 
media. 

• Keep your phones and devices secure. 
Use password protection. 

• Choose your passwords carefully. 

No one is immune from being 
scammed, but there are 
ways we can help to protect 
ourselves.

• Review your privacy and security settings 
on social media. 

• Beware of requests to send your details or 
money. 

• Be wary of unusual payment requests. 

• Be careful when shopping online. 

Visit www.scamwatch.gov.au for more 
information on these. 

Protecting yourself from online scams is 
included in our Digital Dialogue program. 
The following guidelines are part of the 
information in the course. They can help 
you stay as safe as possible when using the 
internet. 

Create a strong password: 

• A good password looks like it’s just a 
jumble of letters, numbers and symbols. 

• Avoid simple words, phrases, and patterns 
that are easy to guess. 

• Use a different password for each of your 
important accounts. 

The longer the password, the stronger it is. 
Try to make your password at least 12  
characters long. 

To find out more about our Digital 
Dialogue program, which includes 
information about online scam 
protection, read the story on page 14.



Launched this year, our Digital 
Dialogue program is proving to be 
extremely popular and is helping 
connect clients to technology in a fun 
and informative way. 

It’s an understatement to say that technology 
has advanced at an unprecedented rate in the 
past 20 years. While the latest generation are 
digital natives, having grown up with technology, 
for older generations, understanding and enjoying 
technology can be overwhelming. 

integratedliving’s Digital Dialogue program is an 
interactive, 14-week program, delivered online 
in a group setting and is designed to improve 
participants’ digital literacy and develop the skills 
necessary for people to comfortably navigate the 
internet and enjoy all there is on offer.  

For Dick and Yvonne, the Digital Dialogue program 
has improved their confidence with technology and 
opened doors to new ways of enjoying the things 
they love, like music.

“We were very green in the beginning, but we’ve 
learned a lot, and the presenters have all been 
marvellous,” said Yvonne.  

Finding Spotify through the course has meant that 
they are now reconnecting with songs and music 
they love.  

“We learned about Spotify and recently bought 
a speaker and set it up on my iPad. We couldn’t 
believe the sound quality,” said Yvonne.

Dick said putting Spotify on the iPad has been 
“magnificent”. 

DIGITAL DIALOGUE 
PROGRAM A BIG 
HIT WITH CLIENTS
By Jo Isaac

“We were very green 
in the beginning, but 
we’ve learned a lot, 
and the presenters 
have all been 
marvellous.” 

Yvonne, Digital  
Dialogue participant

Page 14 
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If you’re interested in learning more about the Digital Dialogue program, please call 
1300 782 896 or you can register your interest online at:  
www.integratedliving.org.au/contact-us/register-your-interest

Due to the popularity of the course, and with over 300 clients across Australia actively 
doing the program at any given time, it can take up to three months from an initial 
enquiry to commencing the program. We thank you for your patience and look forward 
to meeting you. 

“We’ve learned about 
technology that I couldn’t even 
dream about. The program 
has been exceptionally 
advantageous.”
Dick, Digital  
Dialogue participant

Pictured - clockwise from above: Digital Support Officer Shane Nilsson discussing digital options with Dick; Shane 
demonstrating to Yvonne how to use Spotify; Shane and Dick using an iPad with enlarged text for better visibility; 
Shane and Dick.
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Did you know we have a podcast and blog with lots of great 
information designed especially for you?

On the podcast, you will hear about lots of important issues such as heart health, 
elder abuse, managing diabetes, and some inspiring stories of clients and what 
helps them to thrive in their lives.  

Our Live Well Blog is also jam-packed with excellent information specifically 
created to be of interest and importance to you and your loved ones.  

Some recent articles include: 

• How to choose activities for seniors living with dementia. 

• Music and memory – how songs can improve your wellbeing. 

• Best foods for seniors during stroke recovery. 

• Helping older people recover from stroke. 

• How to help seniors use the internet. 

• The importance of strength exercises for seniors. 

This is just a taste of the wonderful array of articles we’ve created for you.  

LIVE WELL BLOG AND PODCAST 

To access them, visit  
www.integratedliving.org.
au/live-well-blog  
or  
www.integratedliving.org.
au/live-well-podcast  
or 
simply scan these codes 
with the camera on your 
mobile phone. 

Blog Podcast



Live Well Magazine Summer 2022/23        Page 17



Page 18 

HAVE A 
BLOOMIN’ 
GOOD TIME 
GARDENING
By Julianna Stewart 
There’s a lot to love 
about connecting 
with nature and 
getting the hands a 
bit dirty. Gardening 
in any shape or form 
can make us feel 
good – it lowers 
stress, gets us 
moving and gives 
us a chance to be 
creative.

Clients at our Activity Centres love heading outdoors into the 
community gardens to grow herbs and vegetables. It’s a team 
effort to plant and maintain the gardens and then see how 
well the crops have fared. They are often uncovering some 
delicious surprises from beneath the soil.

For those days when the weather isn’t so enticing or when 
mobility prevents you from being outdoors, there are lots of 
creative indoor gardening options. 

Our clients have enjoyed planting succulents in old teapots, 
which are easy plants to look after as they don’t require a lot 
of water. Windowsill herb gardens or small flowerpots are also 
good options if you live in a unit or smaller space. 

Turning an old coffee jar into a terrarium is another fun 
activity, where you can choose several plants and different 
coloured stones to create your mini garden masterpiece.      



The Government’s response to the Aged 
Care Royal Commission into Quality and 
Safety, recommended changes to the Aged 
Care Act 1997 associated with provider 
leadership and governance.

To ensure integratedliving’s approach aligned 
with the key recommendations released 
in May 2021, our Board commenced a 
governance review. 

“integratedliving was proactive in responding 
to the Australian Government’s response 
and implemented a review of its governance 
committees and their role and scope,” said 
Catherine Daley, Chief Executive Officer of 
integratedliving. “This review affirmed that 
integratedliving’s governance is structured 
appropriately to ensure the needs of our 
clients, staff and stakeholders are met. 
However, as a large provider with more than 
27,000 clients annually, we established 
several new governance committees and 
refined all committees’ roles and scope, 
to further improve transparency in how 
integratedliving is managed and our services 
delivered across all levels of the business,” 
Catherine said.   

These changes only further enhance our 
focus on ensuring you, our valued clients, 
are confident that integratedliving is run 
and managed in your best interests. So too, 
our focus on providing the mechanisms to 
bring your voices (and support networks) 
to all levels of governance. Your voices 
will continuously guide how we shape our 
organisation and manage our business 
to continue to deliver better health and 
independence outcomes for you. 

To have your say, please get in touch with 
us via our Customer Service Centre on 1300 
782 896 or online via www.integratedliving.
org.au/contact-us 

REVIEW OF  
INTEGRATEDLIVING’S  
GOVERNANCE

By Katie Lever 

To get you started, read our Live 
Well Blog on easy indoor gardening 
options at www.integratedliving.
org.au/live-well-blog/three-
excellent-indoor-gardening-ideas-
for-seniors

Pictured: Clients at the Raymond Terrace 
sensory garden, harvesting the vegetables.
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“I find it extremely 
peaceful out in the 
garden and also 
productive, as we can 
eat the results of our 
planting and it tastes 
so much nicer than 
store bought food.”

Joy, NSW
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In October 2021, the annual 
Client Experience Survey was 
sent via post to 14,099 clients 
who had received a service from 
integratedliving within the last 
12 months.  

This confidential survey helps us gauge 
how effective we are in providing you 
services each year. We were thrilled to 
receive 3,090 survey responses. That’s 
nearly 400 more than in 2020! Thank you. 

HUGE 
PARTICIPATION 
IN CLIENT 
SATISFACTION 
SURVEY
By Katie Lever



Impressively and importantly, 98% of 
surveyed clients feel that integratedliving 
team members respect them and they feel 
safe and comfortable with them. 

96% feel integratedliving listen and show 
interest in them as a person.

 
 
97% feel we communicate in a way that 
they can understand.

69% of those surveyed were actively 
receiving aged care services. 

36% of those surveyed were receiving new 
services.  

 
Just under half of those surveyed reside in 
New South Wales, and 24% live in Tasmania.

We made sure to pass on your gratitude 
to specific team members where they 
were called out in the survey. Thank you 
for this direct feedback and providing an 
opportunity for our hardworking team 
members to be deservedly recognised.  

We have made some progress on 
improvement activities that resulted 
from the 2020 Client Experience 
Survey Report and have recommended 
actions to address the findings in this 
2021 Client survey.

 
We’ll be looking at the following areas 
of improvement: 

• Survey design and dissemination. 

• Complaint/feedback management. 

• Communication. 

• Scheduling. 

• Service delivery.

We welcome your feedback 

Thank you to all our valued clients who 
participated in this year’s survey. To see 
an abridged version of this report, visit 
www.integratedliving.org.au

As always, we welcome your feedback 
all year round via 1300 782 896 or 
online via www.integratedliving.org.au/
contact-us 

WHAT THE SURVEY  
TOLD US: 
As of October 2021: 

Our team scored an average of  
4.6 stars out of 5 – we thank you! 
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Pictured: Vito at our Gorokan Activity Centre.



ROAST VEGETABLE AND  
CHICKEN RICE SALAD

A nutritious and 
hearty summer salad 
that can easily be 
made fresh or by  
using leftovers from  
a roast dinner.
 

By Amanda Andrews, our 
talented Activity Centre 
Coordinator who is  
also a qualified chef
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INGREDIENTS

2 chicken breasts, skin on   

100g turnip 

100g sweet potato 

100g potato 

100g pumpkin 

1 bunch asparagus 

1 medium zucchini 

2 small whole beetroots 

100g baby spinach 

½ cup red rice and  
½ cup white rice (or large 
packet of microwavable rice) 

Salt and pepper 

Dried rosemary 

Maple syrup 

Olive oil 

Feta, crumbled 

 
Dressing

1tb wholegrain mustard 

2tbs honey 

1tb apple cider vinegar 

Salt and pepper 

½ cup olive oil

METHOD

Vegetables 

1. Preheat oven to 200°C and put baking paper on an oven 
proof tray. 

2. Chop vegetables (except pumpkin) into medium cubes 
and place into large bowl. 

3. Chop pumpkin into wedges and coat with maple syrup 
and oil. 

4. Coat remaining vegetables with oil, dried rosemary, salt 
and pepper. 

5. Put vegetables onto tray and cook in oven for 30 minutes. 

6. Check if soft by inserting skewer (if it goes in easily it is 
cooked). The beetroot may need an extra 15 minutes. 

Rice

Cook the rice as per instructions on the packet and set aside.

Chicken

1. Season chicken with salt and pepper to taste. 

2. Heat pan and add oil. 

3. Place chicken skin side down. Grill until golden and  
turn over. 

4. Place chicken on a tray and put in the oven until cooked 
through. 

5. Once cooked, slice chicken and keep warm. 

Dressing

Mix all ingredients together and set aside.  

To serve

1. Place cooked rice in a mixing bowl and add vegetables 
(except the asparagus, pumpkin and spinach) and mix 
together. 

2. Place baby spinach onto base of a large serving plate. 

3. Place wedges of pumpkin onto spinach and then add the 
rice and vegetable mix. 

4. Place asparagus and crumbled feta on top and serve with 
the grilled chicken and dressing. 



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 
is treated confidentially.

• 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/

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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There may be minor changes to your 
integratedliving services this festive season. 
• 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 22 December 
2022 to Monday 2 January 2023 inclusive.

• Clients who attend an Activity Centre 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. 

• 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.

HOLIDAY SERVICES


