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‘A good life for all’

Torin’s dream: summer of pool play
Pool play has been a dream 
of 8 year-old Torin, who 
has heard his three siblings 
laughing and squealing 
through summer days in the 
back-yard pool, or playtime 
in the bath, but not been 
able to participate.

Torin has a history of 
Polymicrogyria resulting 
in Cerebral Palsy with 
a moderate Spastic 
Tetraplegia. He also has a 
bilateral hearing impairment 
with a severe receptive and 
expressive communication 
disorder. He requires the 
use of bilateral cochlear 
implants to hear and a 
multi-level communication 
book to communicate his 
needs.

While the cochlear 
implants enabled better 
communication, they had 
also impaired play because 
they can’t be work in water 
- until the Realising a Dream 
gift of Cochlear Aqua 
accessories.
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from the
Chief Executive’s desk

Milestone year of reforms ahead 

Gerry Mak Chief Executive

Welcome to the first edition 
of The Bugle for 2015.

This year is going to be one 
of those milestone years, 
not only for lifeAssist but for 
aged care in general. From 
July 1, all Commonwealth 
Homecare Packages will be 
delivered under the principles of 
Consumer Directed Care (CDC).

lifeAssist has been at the forefront of CDC 
development for many years, so we are 
delighted to see this become mandated 
by the Commonwealth Government.  In 
2012 we published the People at Centre 
Stage report which identified many of 
the principles which have become the 
foundation for CDC reform. In coming 
months, lifeAssist Executive Managers 
will be guest presenters at a number of 
prestigious international forums, reflecting 
our international reputation on Consumer 
Directed Care.

At lifeAssist, CDC will directly relate to only 
those clients who hold a Level 2 
or Level 4 Homecare Package. Rather than 
try to summarise here what that will mean 
to those who do hold such packages, we 

will be publishing a special CDC edition of 
The Bugle in May, which we will be sending 
to all Level 2 and Level 4 Homecare 
Package holders.

Our commitment to the general principles 
of CDC is such that we have decided to 
adopt many elements of this philosophy 
across all of lifeAssist. These can be 
summarised in the table below.

You may notice in this table that we use 
the term ‘client’ rather than ‘participant’.  
Feedback from clients regularly tells us 
that people want us to use plain English 
terms, rather than jargon. Whilst there were 
valid reasons for the use of terms such as 
‘participant’ and ‘partnership worker’, the 
terms ‘client’ and ‘consultant’ need no 
explanation, so are much more relevant 
in the environment of Consumer 
Directed Care.  

We are also pleased to be able to provide 
you with a copy of the lifeAssist Client 
Charter of Rights and Responsibilities (see 
pages 7 & 8).  This was developed by our 
Participant (Client) Committee in 2014 and 
again reflects the consistency of lifeAssist’s 
consumer directed approach.  

The client is aware of the choices open to them and designs the supports 
they want, when and how they are delivered and who delivers them.

The client determines the level of control and assistance they want in 
directing their own supports.
All of the client’s decisions are respected.

The client is empowered and mentored to take on the level of control of 
the supports to which they aspire.

The client has the information they need to make informed decisions.

Choice & Flexibility

Control

Capacity Building

Transparency
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Realising a Dream gift means play time for Torin
(from page 1)

The aqua accessory now allows Torin to 
wear his implants in, under and around 
water for up to two hours and maximise his 
opportunities to be totally included.

“Torin works really hard with all of his 
communication methods and the 
Cochlear Aqua gift would totally reinforce 
his goal of being able to communicate at 
all times,” wrote Torin’s lifeAssist Consultant 
Lisa Mooney in applying for the Realising a 
Dream gift.

Not only does the Cochlear Aqua 
accessory enable play, it also means Torin 
was able to hear and communicate while 
having rehabilitation in water following hip 
surgery in December.

Read more about the Realising a Dream 
Fund, and how to contribute: back page.

Realising 
a Dream 
Fund 
in action

Memory loss explained
The purpose of this year’s Tastes to 
Remember forums is to educate carers 
from culturally and linguistically diverse 
communities in the eastern metropolitan 
region about memory loss, its most 
common causes, symptoms and services 
available.

The days will include presentations and 
group discussions with entertainment 
and lunch provided. The forums also offer 
communities the opportunity to meet 
others and share experiences.

UnitingCare lifeAssist is working with the 
Migrant Information Centre, Alzheimers 
Australia (Victoria) and Medicare Local to 
deliver these forums in May and June.

Tuesday 26th May 2015, 9.30am - 1.30pm, 
Hungarian Community Centre, 
760 Boronia Road, Wantirna

Thursday 11th June 2015, 9.30am - 1.30pm, 
Box Hill Town Hall,  Lower Hall, 
1022 Whitehorse Road, Box Hill.

For details please contact Jessica Thompson on 9275 6903 
or email: JessicaT@miceastmelb.com.au
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UnitingCare lifeAssist has been awarded 
funding from State Trustees to develop and 
stage a series of practical workshops for 
people with a disability and their families 
within the National Disability Insurance 
Scheme’s Barwon region.

The Plan My Future Masterclasses will help 
people develop their skills in advocacy, 
creative thinking, innovation and problem-
solving to fully prepare them for their NDIS 
planning process. The practical workshops 
will be led by people with expertise in these 
key areas.

“Each Plan My Future Masterclass will 
ensure that people with a disability and 
their families are resourced, skilled, and 
empowered to more fully participate 
in a planning process that supports 
their ambitions and needs, giving them 
increased confidence at every stage of 

the journey,” said lifeAssist Chief Executive, 
Gerry Mak.

The concept originated through feedback 
from people with disability and their 
families. Often problem solving is limited 
to what is known and thought to be 
possible, ignoring what is thought to be 
impossible or aspirational. Many people 
who have aspirations, lack the knowledge 
of confidence to fully express these. The 
lifeAssist masterclasses will help people 
develop advocacy skills of their own along 
with the knowledge of how to access 
services which can advocate on their 
behalf. 

“We are delighted that State Trustees have 
seen this valuable project as worthy of 
receiving funding through the State Trustees 
Australia Foundation Grassroots Grant,” 
said Mr Mak. 

Barwon workshops announced
Plan My Future Masterclasses for people with a disability and their families

Wouldn’t it be great to be able to elect 
to leave hospital early and continue to 
receive care in the comfort of your own 
home? It would be even better if you could 
avoid hospitalisation altogether.

Studies have shown that up to 40% of 
discharged patients aged over 65 without 
adequate planning and follow-up make 
medication errors, with as many as 18% 
readmitted within 30 days.

mylifeAssist networks with hospital staff 
during discharge planning to ensure 
patients receive support for a successful 
and complete recovery at home. 

mylifeAssist has been liaising with hospitals 
such as the Epworth, St Vincent’s and 
the Angliss to provide quality continuum 
of care, resulting in improved patient 
outcome, recovery and lifestyle.

mylifeAssist specialises in personalised 
communication, assessment, planning, 
facilitation and advocacy. mylifeAssist is 
a flexible, self-funded service designed 
to deliver quality, cost-effective supports 
such as case management, home help 
including allied and restorative health, meal 
preparation, personal care, respite and 
transport.

partners with hospitals
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‘Carer hub’ trial at Centrelink Box Hill

UnitingCare lifeAssist and Centrelink have 
joined forces in a three month trial of a 
‘Carer Hub’ at Centrelink’s Box Hill Office.

The aim of the trial is to raise the profile of 
the role of carers, and to give them greater 
and easier access to services available. The 
Carer Hub provides on-site consultations 
and information to carers making it easier 
for them to access respite and other 
support services.

This project was proposed in response to 
discussions with carers’ representatives who 
recently attended a workshop with staff 
and management from various UnitingCare 
agencies, facilitated by lifeAssist.

Carers’ representatives who attended 
the workshop suggested that having a 
presence at Centrelink would be one of 
the ways of raising the profile of services 
available from the Commonwealth Respite 
and Carelink Centre and other programs 
for carers in the Eastern region, particularly 

given the recent merging of referral services 
between Centrelink and Medicare.

“The establishment of a regular presence 
at Centrelink has allowed our staff to speak 
directly to carers, to raise public awareness 
of the invaluable contribution which 
unpaid carers make to our community and 
to increase the knowledge and skills of 
Centrelink staff with regard to carers” said 
lifeAssist Chief Executive, Gerry Mak.

“Many carers put their own lives on hold to 
care for someone else. Our job is to ensure 
that carers get all the support they need, 
which is why the concept of the Carer Hub 
is so important.”

It is hoped that the Carer Hub trials at 
Centrelink Box Hill will eventually lead 
to similar Carer Hubs being established 
elsewhere. The three month trial operates 
every Wednesday from 9:30am to 1pm at 
Centrelink, 3-13 Harrow Street, 
Box Hill until March 25.

Zana Basic (left) and 
Lauren Hunter (right) 
from lifeAssist, with Jose 
Albalo from Centrelink 
on the first day of the 
Carer Hub Trial.

‘Our job is 
to ensure 
that carers 
get all the 
support they 
need, which 
is why the 
establishment 
of the Carer 
Hub is so 
important…’



1. My dignity, values, cultural and religious 
beliefs are respected regardless of age, 
gender or sexuality. 

2. I tell my story only once and I have a 
copy of all relevant documentation 
related to my supports. Communication 
is tailored to my abilities and needs. 
- When accessing services either 
 during business hours or after hours, 
 to expect not to have to repeat my 
 story if it is already recorded on file.  

3. I receive quality community care in line 
with UnitingCare lifeAssist’s Client Touch 
Points Standards. 
- People answering the phone know 
 how to deal with any queries I may 
 have about information I have 
 received from lifeAssist. 
- I understand the person I am 
 speaking to and they speak clearly 
 and slowly. 
- A review of my plan is actioned if my 
 circumstances change. I am referred 
 to other services if my needs cannot 
 be met by lifeAssist. 
- I receive advice free from conflicts 
 of interest. 

4. I am actively involved in decisions about 
my needs and goals. 
- I receive a clear explanation of what 
 options are available to me. 
- I understand what services and 
 supports will be provided and how 
 things will work. 
- I know the roles and responsibilities of 
 everyone involved in providing me 
 with a service. 
- I set my own goals and these are 
 respected by everyone. 
- I am fully informed on how to get 
 help when I need it. 
- If I choose I can coordinate my own  
 care arrangements. 

- I know from which agency the 
 carer/worker belongs and how to 
 contact the agency if necessary. 

5. I can choose any person to advocate 
on my behalf. 

6. My grievances are heard and resolved 
without retribution. 
- I know who to contact confidentially 
 if I am not comfortable with my  
 worker(s) or they cannot provide me 
 with the outcomes I need. 

7. I am fully informed of all options relating 
to my care.  
- My worker is proactive and a good 
 problem-solver. 
- All options to contact workers and 
 lifeAssist are clear and accessible 
 to me. 
- People who manage my enquiry 
 have the required skills and 
 knowledge and can direct me to a 
 person who can help me. 
- I am provided with a timely response 
 to my enquiry and in a manner of 
 my choosing. 
- I am fully informed of my budget 
 and any financial obligations that I 
 may have. 

8. My privacy and personal information is 
respected. 
- My records are kept secure and 
 case files and complaints are treated 
 with absolute privacy. 
- I am able to access written records 
 about me in accordance with 
 privacy legislation. 

9. I participate in the development of 
quality service responses, activities 
and advocacy
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1. I contact lifeAssist if I have any concerns regarding the 
quality of any services I receive. 

2. I contact lifeAssist about any changes in my health or 
circumstances. 

3. I keep appointments or I give lifeAssist 24 hours’ notice if I need 
to reschedule services or if services are not needed. 

4. I treat workers in a way that respects their dignity and privacy. 

5. I take all reasonable steps to ensure a safe environment for 
people who provide services in my home. 

6. I provide accurate and timely information to lifeAssist staff. 

7. I am responsible for the outcomes of any decisions I make.

Client Charter of Responsibilities
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Left to right: Matthew Simpson, Jennifer Campbell (Board member), Faye Sanderson, Bernadette Clancy, 
Beryl Wilshusen, Iris Dawson, Zarina Van Cuylenberg, Kevin Nunan (Committee Chair), Alexis Smith & Opal.

The              Client Committee, February 2015
UnitingCare



Pictured (l-r):  Cindy Tang, Executive Secretary of ABM Hong Kong Swatow Baptist Church Community Service Association;  Alice Chang, Director 
of ABM Hong Kong Swatow Baptist Church Community Service Association; Gerry Mak, Chief Executive lifeAssist; Noel Yeung, General Secretary 
of Kwun Tong Methodist Social Service; Otto Lau, General Secretary for Social Services Christian & Missionary Alliance Church Union Hong Kong 
Ltd; Wina Kung, Executive Manager Positive Ageing lifeAssist.

Community care in Hong Kong is changing 
dramatically. There is rapid population 
growth amongst older people, increasing 
demands and expectations of support 
services and less funding from the 
Government. Many of their challenges are 
very similar to those we face in Australia.

lifeAssist has a growing reputation as 
sector leaders when it comes to the future 
of community care services, particularly 
Consumer Directed Care, so were 
delighted to host a study tour group from 
four Hong Kong social service organisations 
from January 27 to 29.  

In the past two years, the Hong Kong 
Government has commenced new pilot 
programs for older people. The community 
care “couple system” is based on the 
International experiences that effective 
community support services can reduce 
or delay institutionalisation, improve the 
physical functions of elderly service users 
and reduce the decline in cognitive 
abilities. 

A group of small to medium sized social 
service organisations in Hong Kong formed 
a concern group over 10 years ago to 
share their experiences and work together 
to improve their capacities in a market 
driven and highly competitive environment.

Four members of the concern group were 
in the delegation which visited lifeAssist 
to learn more about service provision, 
case management and package care in 
Australia.

It was lifeAssist’s high reputation in excellent 
quality services that attracted the group’s 
interest.

The delegates believe that lifeAssist has 
provided them very useful insights on 
building their organisational capacity and 
to move their organisations forward in the 
rapidly growing Hong Kong market place.

We wish them luck in taking back their 
learnings to share with their fellow 
colleagues in Hong Kong.

lifeAssist hosts Hong Kong study tour
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It is becoming increasingly common these 
days that grieving families request people 
attending a funeral to make a memorial 
donation rather than send flowers.  

When one of our own clients pass, the 
family’s grief is also felt by our staff because 
of the relationship which has been built.

In response to a growing number of 
enquiries from clients’ families, lifeAssist now 
has “Memorial Bequest Envelopes”.

100% of all funds donated go to our 
“Realising a Dream” fund.

•	If you would like to know more about 
these envelopes and how you can 
make a memorial bequest to lifeAssist’s 
Realising a Dream fund, speak to your 
Consultant, or contact lifeAssist.

Memorial 
bequest 
envelopes 
available

Please consider a 

gift in memory…

Proud member of

UnitingCare

Realising a Dream
UnitingCare

Realising a Dream

U
nitingCare

Realising a D
ream

Your donation helps us to assist 

people with a genuine need 

to realise a dream or goal.

You can help make a dream come true

At UnitingCare lifeAssist, we believe that 

people shouldn’t need to rely on donations 

for their day-to-day needs.

But lifeAssist still needs your help to achieve 

our vision of ‘a good life for all’.

UnitingCare lifeAssist has been assisting 

vulnerable and disadvantaged people, as 

well as their carers and families, since 1987. 

We assist people to live the life they choose 

in the familiar surroundings of their own 

homes and communities.

Our Realising A Dream fund was established 

to help purchase one-off items which can 

make a real and lasting difference to the 

lives of the people we assist.

lifeA
ssist R

ealising a D
ream
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p is 
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I strongly recommend the book The 
Reason I Jump written by Naoki Higashida 
as it answers and explains all the years of 
questions we have of our son who is under 
the Spectrum of Autism.

Questions such as why he echoes or 
repeats what others say, why he likes to 
jump, why he sometimes talks too loudly or 

softly, why his emotions change out of the 
blue.

After understanding why he behaves in 
certain ways I am now more confident 
and understanding about how to deal with 
situations as it arises and how to explain to 
others when asked. For this reason, my son 
is a lot happier and so am I.

Client book recommendation: The Reason I Jump
‘… my son is a lot happier and so am I’

Got a book, film or anything else that you have found helpful? 
Give your review to your Consultant to share in The Bugle.
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lifeAssist feedback project wins 
December ‘hackathon’
As part of the lifeAssist Technology Future 
project being undertaken as part of the 
Incubator program in 2014, we became 
aware of a group of IT professionals who 
undertake pro-bono short-term projects 
to assist community and not-for-profit 
agencies.

This group is part of a global movement 
known as ‘Random Hacks of Kindness’. 
Twice a year the group undertakes 
‘hackathons’ which bring together IT 
professionals and community/NFP agencies 
to develop technological solutions to a 
specific issue. The aim of the weekend 
is to develop a complete (or at least a 
prototype) product. lifeAssist presented to 
Hackathon a desire for better collection 
of meaningful, timely and comprehensive 
feedback from our clients.

The weekend  of December 6 and 7 
brought together seven NFP organisations 
with approximately 30 volunteers from the 
ICT/business world who offered their time 
for a solid two days of turning organisations’ 
‘problems’ into technological solutions. 

LifeAssist’s concept around building a 
better tool to collect consumer feedback 
attracted three full time people - a business 
engineer, data analyst and a programmer 
- along with two other programmers who 
jumped in and helped where they could.

After a solid weekend (including pushing 
through til 10.30pm on Saturday!) our 
team came up with a feedback tool and 
concept which (while a bit too hard to fully 
explain in this limited space!), is focused on 
getting small bits of feedback from multiple 
sources and aggregating that to provide 

a comprehensive picture of an individual’s 
satisfaction, as well as our performance 
overall and that of our service providers.

While not a competitive event per se, the 
outcomes were all judged by a panel of 
significant business and IT experts.  After 
presenting all of our outcomes to them on 
the Sunday afternoon, they considered 
lifeAssist’s project to be the one which they 
considered best. 

A lot of that was the thinking that was 
demonstrated behind it, some really 
clear business principles, some clear 
communication ideas, and a simple, 
elegant prototype.

Congratulations to lifeAssist’s Eddie 
Chapman (Advocacy), Andrea Kincade 
(Business Development) and Stephen 
Russell (ICT) and a very big thankyou to 
Random Hacks of Kindness.

‘Random Hacks of Kindness’ win

LifeAssist’s concept around 
building a better tool to 

collect consumer feedback 
was considered best for ‘the 

thinking that was demonstrated 
behind it, some really clear 

business principles, some clear 
communication ideas, and a 

simple, elegant prototype’
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lifeAssist has launched a new Customer 
Service Team to ensure that when an 
existing or new client contacts lifeAssist they 
get the help and advice they need much 
more quickly and easily.

Telephone calls and website enquiries now 
go straight to the Customer Service Team 
and in most cases client enquiries are able 
to be handled by the person who takes 
your call or receives your email.

Clients don’t need to speak to any specific 
person, which again means that enquiries 
can be handled much faster, while service 
bookings can be made or changed 
immediately.

These changes originated from the 
Client Touchpoint Standards project, 

which identified every stage of a client’s 
interactions with lifeAssist and what our 
clients felt was the ideal level of service we 
should strive to deliver at every one of 
those stages.

Customer Service Team: 
born from client feedback

Pancake Day 2015 – funds to Realising a Dream
The Uniting Church Parish of 
Balkara’s annual Pancake 
Tea again raised funds for  
lifeAssist’s Realising a Dream 
fund on February 17 as part 
of the annual UnitingCare 
Pancake Day. Over $500 
was raised on the day.

Thankyou to Faye Sanderson 
from the Client Committee 
(event organiser) and all 
who attended. (Pictured right)

lifeAssist staff also held their 
own Pancake Tea which 
raised over $150. (Pictured left)



UnitingCare lifeAssist is a community services 
organisation, dedicated to assisting people to live 
good lives in their own homes and communities. 

We have been supporting older people, people 
with disabilities and the unpaid carers who support 
them since 1987. Each year, we support around 4000 
people throughout Melbourne’s east and south.

Our vision is to achieve ‘a good life for all’ regardless 
of circumstances. We aim to support people in 
achieving the goals they have and living the life they 
hope for. 

ABOUT US

lifeAssist	Head	Office
Ground Floor, 
Building 5
Brandon Office Park
530-540 Springvale Rd
Glen Waverley  3150
1300 ASSIST (1300 277 478)

Direct2Care
Freecall: 1300 121 121

Commonwealth Respite 
and Carelink Centre            
Disability:1800 052 222 
Ageing: 1800 059 059

(03) 9239 2500 
TTY: 133 677
Fax: (03) 9239 2522

CONTACTS

The BugleThe Bugle
UnitingCare

Interpreters available on request: 131 450

Issue 1  2015

DONATIONS
How you can make a difference

I would like to make a donation to the 
lifeAssist Realising a Dream Fund

Name:

Address:

State:             Postcode:             Ph:

Email:

Please indicate amount  $  
(all donations over $2 are tax deductible)

Payment method

Cheque (payable to lifeAssist)

Electronic Funds Transfer. 
Account Name: 
lifeAssist 
BSB: 083-214 Account Number: 035597732

Credit Card. Please contact Helen Finn 
on 9239 2500 with your credit card details 
and payment can be processed over the 
telephone. 

Please return this completed form to: 
lifeAssist 
PO BOX 5267, BRANDON PARK   VIC   3150

UnitingCare lifeAssist is a not-for-profit 
organisation working to achieve ‘a good life 
for all’. 

Your tax deductible financial contribution can 
help support our most innovative programs and 
make a lasting difference in someone’s life.

In particular, we invite donations to our 
Realising a Dream  Fund. Established in 2008,  
the Fund provides our participants with access 
to one-off grants to help them purchase a range 
of services or pieces of equipment which will 
contribute to their ability to realise a particular 
dream or goal.

#

Formerly

www.lifeassist.org.au

SPECIAL EDITIONThe Bugle
If you are receiving a Level 2 or 4 Homecare 
Package, or are a carer of someone on a 
Homecare package, watch for a special edition 
of The Bugle in early May, dedicated entirely to 
Consumer Directed Care (CDC). The newsletter will 
help clients understand what Consumer Directed 
Care will mean and what to expect when it is fully 
implemented on July 1 for Home Care Packages.


