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2025 Client Surveys and Feedback

Thank you so much to the clients who completed and returned our survey
this year. This information is so valuable for us to measure our performance
against your expectations of our service. We appreciate that being anonymous
can make it easier for people to express their opinions.

While we understand that some people do not like to ‘complain’ we really
do encourage feedback at any time, both good and bad. If we don’t know that
there is an issue, we cannot fix it for you!

| am very glad to report that our survey feedback was extremely positive.
The indications are that our clients find that their quality of life is improved by
receiving our service, as it allows people to focus on other aspects of their daily
living and to participate in preferred activities, instead of worrying about shop-
ping and ‘what’s for dinner today?’

115 surveys were returned, which was about 50% of our active clients at the
time of the survey.

In every question that required a ranking between 1-6 (6 being really good,
and 1 being not so good) we achieved a ranking of 5 or 6 from over 85% of our
respondents. In half these questions, it was 95% or higher of the responses.

We review this data and look for any areas in our operations where we can
do better. Unfortunately we cannot honour some requests. For example,
prawns (all crustaceans) are considered a very high risk food and because of this
we will never have a prawn dish on our menu (sorry!); lamb chops are always
notoriously expensive and we just cannot justify over $30 a kilo for any of the
meat we purchase.

Some of the comments we received were delightful and | have chosen a few
to illustrate the appreciation you have expressed to us about how our service
helps you stay safe and independent at home:

o | am eating healthy meals as prior to AUMOW | was hardly eating anything

It’s a pressure off for relatives who no longer have to prepare food for me

I really value the healthy mix of vegetables and protein in each meal
Since | have been with MOW | have gained weight, My GP is very pleased
I am able to pursue other activities without having to worry about dinner

e | really can’t tell you how grateful | am, you’re my lifesavers!

It really is important that you all feel that you can share your thoughts with us—
good or bad. You can call the office any time or if you prefer, you could ask our
drivers for a feedback form (they are available in our delivery folders every
day). Thank you for your help.
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Hello everyone,

We have launched our new menu for the warmer months. We hope you all
enjoy the summer meals and salads on offer.

There are so many changes taking place in the aged care sector right now, |
hope you can bear with us as we navigate this process and we will do our very
best to keep you informed.

Most of you will have received information from us recently to explain the
changes relevant to you.

We receive our funding from the Department of Health, Disability & Ageing
under the Commonwealth Home Support Program (CHSP). The Department
has mandated that all Aged Care Providers must keep their clients informed,
which unfortunately may mean that you receive the same information multiple
times from multiple providers.

We must inform all CHSP clients:

o that we will be using their Aged Care ID when we report our data to
the Department each month;

e about the new Statement of Rights which comes into effect with the
new Aged Care Act;

e about the Code of Conduct which applies to all staff and volunteers (we
introduced the Code in our previous newsletter and will continue to discuss it in
this, and future newsletters);

e and give regular reminders about how to make complaints about Aged
Care service providers.

e That there is also new Whistleblower legislation in place to protect any-
one who speaks up about issues in Aged Care. A report can be made
about a person or an organisation that hasn’t followed the Aged Care law.

For clients receiving our service through their Home Care Package there
will be other changes taking place to your service arrangements as you transi-
tion to the Support at Home program but you will need to liaise with your
provider about this, as we are only one small part of your overall service plan.

These might seem to be excessively bureaucratic changes, or quite minor
(depending on your perspective!) The true focus of the Aged Care reform and
all these associated changes is to ensure that Aged Care consumers are at the
centre of everything that providers do.

If you ever feel that this is not the case, you are encouraged to speak-up!
You have the right to say something if you are not happy with any Aged Care
service you are receiving and you should never be treated differently by a pro-
vider for voicing your concerns.

Kerryn Williams

Manager

Kerryn Williams
Manager

In Memoriam

Our condolences and thoughts to the loved ones of the following clients whom we have been proud to serve
whether it be for a long time or a short time, recently or a while ago, who have passed away in the last few
months and are all sadly missed. “Please note the names of Indigenous people may be included.

~ Mar;j Griffiths (100) ~ Colleen Apthorpe ~ John Bragg (90) ~ George Keller (95) ~ Judith Lewis (96)
~ Vic Hudson (Uralla) ~ Barbara MacLean (91) ~ Stan Harradine ~ Molly Askew ~ Margaret McShane
~ Matthew ‘Jacko’ Naylor (Uralla) ~ Rob Luxton ~ David Rocks ~ Mavis Kliendienst (93) (Uralla) ~

~ Peter McLeish ~ Meg Vivers ~ Claire Dawson (98) ~ Jan Hawkins (94) ~ Jeanette Hewitt (93) ~
~ Michael Tooth (95) ~ Russell Orchard ~ Ron Coad ~ Beryl Torning (90) ~
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Data CO"GCtion - How we use your Aged Care ID Number (AC#)

All our current CHSP clients have been issued a letter explaining the mandatory collection and reporting of their Aged
Care ID number (AC Number/ AC#). New clients will have this information included in the documents provided during
the intake process. Other identifiable personal details are NOT used in reporting.

Statement Of nghtS - the New Aged Care Act

All our existing clients have been issued the new Statement of Rights with an explanation document provided by the
Department. New clients will have this information included in the documents provided at intake.

Code of Conduct for Aged Care

We introduced the Code of Conduct (The Code) in our last newsletter. Our clients need to know what they can expect
from our organisation, and our staff / volunteers must understand and adhere to the expectations outlined in the Code.
The Code comprises 8 elements. We thought it might be helpful to go through each element to provide a better under-
standing of the expectations with some examples of what is orisn’t acceptable behaviour.
Element A: Act with respect for people’s rights to freedom of expression, self-determination and decision-making
in accordance with applicable laws and conventions.
What actions and behaviours are expected of staff and volunteers under the Code?
e provide person-centred care that values the individual and supports them to express themselves
e communicate in a way that is clear, easy to understand and enables clients to exercise choice
e where clients require communication aids or interpreters, support them to use these aids or interpreters
o offer clients choices and options in day-to-day care delivery
e respectthe decisions consumers make
o deliver carein line with clients’ preferences, wherever possible
e support clients to exercise dignity of risk
e be able to discuss clients’ rights with them
e engage with representatives, families and carers as directed by the client
e understand supported decision-making and when it may be needed
e be familiar with how clients can access other support (from within the organisation and externally) including access
to advocates.

What types of behaviour would not be consistent with this element of the Code? Here are some examples:

¢ Ignoring or dismissing clients when they ask questions about their care delivery

o Telling a client their choices don’t matter

o Failing to be open to discussing ways a client can exercise choice or self-direction

e Restricting the right of clients to engage in social and cultural activities

e Restricting the right of clients to engage in economic activities, including to spend their money how they see fit

e Overriding a client’s wish or desire to do something for themselves in favour of doing something convenient

e Treating clients as if their age, background or cognitive status means they are incapable of making decisions or doing
things independently

e Seeking decisions from representatives rather than from the client (despite the consumer having capacity to make
these decisions)

e Failing to communicate with the client because of any barriers to their communication (which could otherwise be
overcome by using assistive tools or interpreters)

¢ Telling a client that they shouldn’t socialise with a particular person (even if it is the consumer’s wish)

o Withholding information or options from a client so they make a decision that is more convenient or easier to achieve

e Making derogatory comments about a client’s beliefs, choices or opinions.

None of this is ‘rocket science’. The core message is simply to treat people with dignity and respect and ultimately to
consider - how would you like to be treated ? It’s one of those rules of life that seems so old-fashioned but should really
be a basic expectation for all our interactions.

If this information raises any issues for you, please do not hesitate to contact us to discuss your concerns.
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ARMIDALE / URALLA MEALS
On WHEELS INC.

P O Box 1608
ARMIDALE NSW 2350

Phone: (02) 6772 8970

E-mail: info@aumow.org.au

Office Hours:

Mon to Thurs - 9am to 3pm
Fridays - 9am - 2pm

Closed on Public Holidays

Committee Members: Barbie Connah / David Breusch /
Helen Dennis / Wayne Upton / Will Warrick

Management Committee:
Victor Raszewski - President
Sandra Stroud - Vice President
Maryann Munsie (Uralla) - Vice President
Simon McMillan - Treasurer

Natasha Little (Uralla) - Secretary

Kerryn Williams - Manager (ex officio)

We are a registered Charity
under the Australian Charities
& Not-for-Profits Commission
(ACNCQ).

Armidale Uralla Meals on Wheels gratefully
receives funding from the Federal Govern-
ment under the Commonwealth Home
Support Program (CHSP).
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2ND FRIDAY OF EACH MONTH
10AM - 12PM

ARMIDALE CITY BOWLING CLUB
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SUPPORT. INFORMATION, GUEST SPEAKERS.
CONFIDENTIAL SETTING

living with dementia

Share your experiences and network with others who are
going through. or have gone through. caring for someone

Happy 100th Birthday
Joan Green!

Best Wishes from all of us - We
hope you had a wonderful day!

Happy 90th Birthday

to the Twins!

Run 10 regulars Ailsa and Shirley
celebrated their shared 90th
: birthday recently with family and
*  ||friends. .

@
m. || Apparently twins still get to share
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a cake - even at 90!




