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Resident’s and Relatives
Level of Satisfaction Feedback (January 2016) 

Western Bulldogs visit 
Sebastopol

Talbot Place heart fundraiser

Member for Wendouree, Sharon 
Knight MP, representing the Minister 
for Housing, Disability and Ageing 
Martin Foley, visited P.S. Hobson 
Nursing Home on Monday 18 April 
2016.

During her visit Ms Knight announced 
that BHS has received $69,900 for 
six of our aged care facilities to 
purchase specialist equipment such as 
pressure relieving mattresses, electric 
wheelchairs and lifting equipment. The 
funding will also be used to give staff 
access to additional specialised training.

The facilities receiving funding under 
the package are P.S. Hobson, Bill 
Crawford Lodge, Talbot Place, Steele 
Haughton Unit, Geoffrey Cutter Centre 
and Jack Lonsdale Lodge.

A residents and relatives 
satisfaction survey was conducted 
across our ten (10) Residential 
Aged Care Homes during January 
2016 

The aim of the survey was to 
encourage residents and their 
family to provide feedback about 
the level of care and services 
received in the care home.

Two hundred and six or 
equivalent to 49.3% of the 
survey mailed for completion 
were returned as residents 
and their families took the 
opportunity to provide invaluable 
feedback about their experience 
of the care and services provided. 

The overall response rate was 
relatively high with return rates 
between facilities ranging 
between 23% to 76%. Although 
it was optional, 74% of survey 
participants recorded their names 
on the survey form irrespective 
of whether the feedback was 
positive or highlighted scope for 
improvement.  

In completing the survey residents 
and or their family were asked 
to use a rating scale (from poor 
to excellent) to evaluate fi ve key 
aspects of the service provided 
in the care home. In general the 
feedback from residents and 
family members across each of 
the care homes was positive. 

The two survey questions which 
related to the “attitude and 
respect showed by staff towards 
them” and the “level of comfort 
and safety in the care home” 
received the most positive 
ratings. 

In addition a number of 
residents and family also 
took the opportunity to 
identify “opportunities for 

ongoing review and possible 
improvement” in these areas.
Other similar feedback was 
also received in regards to 
the activities program, meals, 
personal care, nursing care, 
choice and decision making.

The survey participants have 
helped each care home to 
identify areas of care and service 
that may require further attention 

as well as areas where residents 
and family’s expectations are 
being fully met. 

Some written survey comments 
emphasised the positive impact 
that staff can have by doing even 
the simplest things for a resident 
well, as this can and does make a 
difference to a someone’s day.

Residents, staff and volunteers of Jack Lonsdale Lodge and James 
Thomas Court were excited to meet Western Bulldogs players 
Tom Liberatore, Will Minson and captain Robert Murphy during 
February as part of the club’s community camp in Ballarat.

The players chatted with residents, staff and volunteers, took part 
in a handball competition with residents, posed for photos, signed 
memorabilia and enjoyed afternoon tea.

Talbot Place held a fundraising afternoon tea recently to raise 
money for heart health. The team raised $213.50 for the BHS 
Coronary Care Unit.

Margaret Williamson from Talbot Place said that the team decided 
to donate the money to CCU as the nursing staff work so hard 
ensuring their patients are well looked after.
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How would you rate your level of comfort and 
sense of safety regarding your room?

How would you rate the attitude of staff and 
their level of respect towards you (your family 
member) while providing assistance to you?

Contents



[3]  BHSRESIDENTIALNEWS

Occupation: Former Kindergarten 
Teacher.
Born – Year and Place: Stawell on 
the 30th January 1931.
Interests: to cook, and play with 
children.
Resident Since: I have been a 
resident at James Thomas Court 
for around 6 months.
Best Part Of Moving To... James 
Thomas Court has been all the 
interesting people I have met and 
having company around me at all 
times.
Most Challenging Part: has been 
moving away from my family.
Earliest Memory Is… of my dad 
being a school teacher and our 
family having to move around a lot 
for him to fi nd work.
When I Was A Child I 
Wanted To… grow up to be a 
teacher just like my daddy.
My Parents Always Said…
My parents were always telling us 
children ‘PICK UP YOUR CLOTHES’.
My Greatest Moment In
Life Was… the day I married my 
husband and the day my children 
were born.
In 5 Words I Am… vibrant, happy, 
cheerful, bright and radiant.
I Wish I’d Never Worn… high 
heels, I’m so tall that looking back 
at photos I look funny!
Cat Or Dog… I much prefer the 
company of dogs.
When I Want To Spoil 
Myself I… treat myself to an extra 
visit with my family.
The fi rst thing I reach for in the 
morning is… the clock to see 

what time it is, I like to sleep in 
but also hate to be late so always 
check the time.
The hardest thing I have done 
in my life… would be having 
to bury my parents and also my 
husband.
If I could change one thing in 
the world it would be…that no 
one would go hungry again.
After life there is… My loved 
ones and heaven.
I love… my family.
In my life I have learnt… 
how to be self-reliant.
My pet dislike is…when people 
stand up and walk around when 
they have been told to sit down.
I can’t live without…my children.
Before I die I would like to…see 
all my children happy, healthy and 
hopefully married.
If I could invite fi ve people to 
dinner they would be… my 
family and friends. It would have to 
be more than fi ve people though!
The meaning of life is to be… 
happy and true to yourself.
If I could be anyone else for 
the day I would be… I am happy 
being me so would not like to be 
anyone else not even for a day.
I am passionate about…. One 
of my passions are children! I love 
to play and spend time with them 
and see them happy.
A book/song/movie that 
inspires me… I don’t have just 
one book or movie that has 
inspired me. There are lots of 
small bits that I take from different 
movies that I like to live by.

Describe your role and how it 
relates to Aged Care Services... 
My role is handling clinical care and 
care plans for resident care, overall 
helping out with staff and helping 
the manager when required.
What do you like about the 
job? I like the interaction with 
residents and their families and 
using my knowledge to provide 
holistic care for residents.
What was your previous role? 
ANUM
If you could go anywhere, 
what favourite meal would 
you order? I would order seafood 
paella 
What was your favourite 
holiday experience? It was in 
Mount Gambier at the Blue Lake 

staying in a farm house with my 
family.
What was the most memorable 
moment you have had working 
in Aged Care? Looking after 
palliative care residents.
I’m passionate about… Looking 
after elderly residents and building 
relationships with residents and 
their families is remarkable. You 
get work closely with GPs and 
discuss the care needs of residents 
and their best treatment needs.
In fi ve words, I am… hard 
working, patient, sincere, 
respectful and determined.
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Five Minutes with 
Colleen McGraw 

Physio/Pain 
Management Program

Sindumol Alex
Associate Nurse 
Unit Manager, 
Eureka Village 

Jack Lonsdale 
Lodge 
refurbishment
Jack Lonsdale has under 
gone a major refurbishment 
over the past 12 months. All 
carpet and vinyl throughout 
the facility has been replaced 
with vinyl strips that are wood 
like. All houses have been 
painted a neutral colour with 
brightly coloured feature 
wall in each dining room. 
With the focus being on “the 
dining experience” beautiful, 
functional new furniture has 
replaced all old furniture in the 
dining rooms. Curtains in the 
dining and lounge rooms have 
also been replaced.  Passage 
ways have been updated with 
attractive wall lighting, and arm 
chairs have been replaced by 
colourful, comfortable chairs 
in all living areas. Bedside 
lockers have been replaced 
in all bedrooms as well. We 
are looking forward to all 
wardrobes and curtains in 
bedrooms being replaced with 
built in cupboards in 2016.

Comments made by residents, 
families, visitors and staff have 
been favourable, with many 
saying that the facility is” 
light and airy” and “so much 
bigger”.

The program for chronic pain management in the 
Residential Aged Care (RAC) Facilities has been rolled 
out over the last 12 months and is now active in all 
residents of the facilities. It was originally implemented 
following an Ernst Young pilot programme in 2014 at 
James Thomas Court and Jack Lonsdale Lodge. One of 
the recommendations was that residents with chronic 
pain may benefi t from a massage program delivered 
by physiotherapists and occupational therapists. The 
program is now run by an organisation known as 
Remedy.

In discussion with residents, family members and 
staff, there is an overwhelmingly positive response to 
the program. Residents who meet the criteria for the 
program receive four massages each week from their 
therapist. Invariably, residents are looking forward 
to their massage and it provides tactile, social and 
therapeutic intervention. Residents taking part in the 
program appear more settled at night, sleep better 
and seem to be more social.

Nursing staff from the variety of facilities believe 
that the Physio/Pain Management program is such 
a success because it is person centred and allows 
positive interaction between the therapist and 
resident.  Overall, RAC facilities are extremely pleased 
with the outcome. There has also been discussion 
about future research to look at the impact there may 
be on falls reductions and use of analgesia.

Hailey House
We were proud to hold parties to help residents 
Gwen, Jack and Molly celebrate their special 100th 
birthdays in 2015. Family and friends joined in with 
morning or afternoon teas that were held for each. 
All were very proud to receive their letters from the 
Queen and Australian dignitaries.

Many residents enjoyed evening outings on the bus 
before Christmas to view the Christmas lights. 

Residents look forward to our visits from our new 
friends in the Mini Vinnie program at St Columbas 
Primary School. Students their teachers visit once a 
month, where we listen to readers, look at projects, 
work on craft or just sit and chat.

Our Knit and Natter program continues to grow, 
with many squares, beanies and scarves  being 
knitted for charity. We feel lucky to have so many 
community friends who help with this project.

Many thanks to the Ladies Auxiliary for our 
projector equipment. Residents are really enjoying 
time at the movies with a movie review group 
commencing soon.
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How would you rate your level of comfort and 
sense of safety regarding your room?

How would you rate the attitude of staff and 
their level of respect towards you (your family 
member) while providing assistance to you?
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