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Agenda 

8.30 am - 9.30 am Tea and coffee, introductions, housekeeping and agenda 

Topic 1: Consumer Engagement  

• Navigating the difficult conversations with consumers. 

10.30 am - 10.45 am Morning tea 

Topic 2: Financial Governance 

• Managing your organisation’s finances (presented by the Commission) 

Topic 3: Support at Home & Residential Care  

• Tackling common issues at the provider level. 

12.45 pm - 1.30 pm Lunch  

Topics 1, 2 and 3: Questions and Answers 

• A chance to ask questions on the presentations. 

Topic 4: Current Supports Available  

• Available support and information (presented by the Department) 

2.45 pm - 3.00 pm Afternoon tea  

Topic 5: Regional Topics of Concern 

• The issues you tell us matter most. 

4.00 pm - 4.30 pm  Summary of the workshop and close. 

 
 



Service Development Assistance Panel Provider Capacity Building Workshops 
- Participant Handbook 

6 

 

Introduction 

 

Overview of the Workshop 

This workshop will cover: 

• Consumer Engagement - navigating the difficult 

conversations with consumers. 

• Financial Governance - managing your 

organisation’s finances. 

• Support at Home and Residential Care - tackling 

common issues at the provider level. 

• Current Supports Available - available support 

and information. 

• Regional Topics of Concern - the issues you tell 

us matter most. 

Aim of Today's Workshop 

This workshop will assist with building provider knowledge and understanding, particularly in 
the areas outlined in the topics listed, and will be suitable for practical application in your 
workplace. 
 
Provider capacity will be built by enabling you to 
implement these learnings and processes in your 
day-to-day organisational tasks, improve service 
delivery, and meet your regulatory requirements 
across your aged care programs. 
 
It is also an opportunity to network, build 
relationships, and share learnings with other 
providers and departmental representatives.  
 
To reflect the diversity of participants in the workshop session, we will use a variety of 
learning activities. 
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People to Follow Up With 

Networking is one of the day's aims. Note who you want to continue the conversation with. 

Name Organisation Follow up about 

   

   

   

   

   

   

   

   

   

 

Useful Contacts 

 

Jodi Cassar PSM - Interim First Nations Aged Care Commissioner for Australia 

firstnationsoperationalpolicy@agedcarequality.gov.au 

 

Financial Supervision team – Financial Governance 

peams@agedcarequality.gov.au 

 

 

 

 

 

mailto:firstnationsoperationalpolicy@agedcarequality.gov.au
mailto:peams@agedcarequality.gov.au
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1. Consumer Engagement 

Navigating the difficult conversations with consumers 

Slide 1 

 

Slide 2 
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Activity - Which Conversations Do You Put Off? 

Instructions 

We will split into groups to discuss difficult aged care-related conversations you’ve had or 
need to have.    

Discussion: 

Step 1 

Write down some difficult conversations you’ve had or need to have with clients or their 

representatives. 

Step 2 

Write what made you think it would be difficult. 

Step 3 

One person from your group will share what you wrote down. 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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Slide 3 

 

Activity - The Scenario 

Instructions 

As a group, decide on the next actions in the scenario. 

Step 1 

View the scene. https://360.articulate.com/review/content/c19435d8-1820-42bf-bfad-

b45d15e929fd/review 

 

Step 2 

Decide on your own. Four options appear, marked A, B, C and D. You get about five seconds. 

Do not confer. 

Step 3 

Put your hand up. We call A, B, C and D in turn. Raise your hand for your choice and keep it 

up until we have counted the room. 

Step 4 

Live with it. The room's choice runs, and we view what happens next.  

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

https://360.articulate.com/review/content/c19435d8-1820-42bf-bfad-b45d15e929fd/review
https://360.articulate.com/review/content/c19435d8-1820-42bf-bfad-b45d15e929fd/review
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…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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Culturally Safe Conversations 

Slide 12 
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Activity - Things to Do on Monday 

Instructions 

Pick the conversation you have been putting off and select a model or approach that you will 

use now.  

 

Write one sentence addressed to yourself.  

Your commitment 

“One conversation I will have differently before the end of the month is” 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

 

Additional slide 
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2. Financial Governance 

Presented by the Commission. 

This presentation will be provided after the workshop. 
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3. Support at Home & Residential Care 
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Group 1 - Support at Home, CHSP and NATSIFACP 

Providers  

For Group 2 - Residential Care providers, turn to page 34. 

Slide 1 

 

Slide 2 
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Slide 3 

 

Activity - The Reality of Regional and Remote Service 

Delivery 
 

Discussion: 

Which of these factors is having the greatest impact on your organisation today? 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 



Service Development Assistance Panel Provider Capacity Building Workshops 
- Participant Handbook 

25 

 

Slide 4 

 

Slide 5 

 

 

 

 

 

 



Service Development Assistance Panel Provider Capacity Building Workshops 
- Participant Handbook 

26 

 

Slide 6 

 

Slide 7 

 

 

 

 

 

 



Service Development Assistance Panel Provider Capacity Building Workshops 
- Participant Handbook 

27 

 

Slide 8 

 

Activity - Strategy Breakout 

Instructions 

Groups are mixed across different provider organisations by program type. 

Step 1 

Select your top 2-3 issues from the rapid issue scan. 

Step 2 

Note how your own organisation currently handles each one. 

Step 3 

Design a strategy: what would actually change, who could own it, and what it would need. 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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Your Action Plan - Support at Home, CHSP and NATSIFACP 

This is individual. Each of you is taking a strategy back to a different organisation. 

Strategy - What will you implement this quarter? 

............................................................................................................................................................  

............................................................................................................................................................  

............................................................................................................................................................  

Owner - Who is driving it - you, or someone you will assign? 

............................................................................................................................................................  

............................................................................................................................................................  

............................................................................................................................................................  

First step - What happens first, and by when? 

............................................................................................................................................................  

............................................................................................................................................................  

............................................................................................................................................................  

Resourcing - What does it need - time, budget, people? 

............................................................................................................................................................  

............................................................................................................................................................  

............................................................................................................................................................  

Success measure - How and when will you know it worked? 

............................................................................................................................................................  

............................................................................................................................................................  

............................................................................................................................................................  

 

Review date 

Diarise a check-in three months from today and bring this page to it. 

…………………………………………………………………………………………………………… 
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Slide 14 

 

 

Activity - Close & Peer Commitment 

Instructions 

Say it out loud. Public commitment increases follow-through, even across organisations. 

Two or three participants share their committed strategy aloud. 

Review your own handout again in three months. 

Optional: swap contact details with peers tackling the same strategy. 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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Group 2 - Residential Care Providers 

Slide 1 

 

Slide 2 
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Slide 3 

 

Activity - The Biggest Issue 
 

Discussion: 

What is the single biggest issue keeping you awake at night as a residential aged care 

leader? 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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Slide 4 

 

Activity - The Factors 
 

Discussion: 

Which of these factors is having the greatest impact on your organisation today? 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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Slide 17 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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4. Current Supports Available 

Presented by the Department. 

This presentation will be provided after the workshop. 
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5. Regional Topics of Concern 

 

Activity - Setting Today’s Priorities 
 

Discussion: 

Which of these issues should we prioritise in today's discussion? 

 

My notes: 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 

…………………………………………………………………………………………………………… 
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Appendix A - Program Updates from the 

Department 

Content provided by the Department’s Support at Home and CHSP teams for inclusion in the 

2026 workshop material, with detail from the program documents it references. Several items 

move quickly: confirm against the current manuals, Rules and your grant agreement before 

acting on them. 

A1  Support at Home - Core Documents 

• Support at Home program manual - a guide for registered providers (v4.3, July 2026) 

• Support at Home service list 

 

A2  Assistive Technology and Home Modifications (AT-HM) in 

Remote Locations 

AT-HM remote supplement 

• The AT-HM scheme includes primary supplements for older people living in remote and 

very remote locations to offset higher costs in the supply of assistive technology and 

home modifications. 

• The AT-HM remote supplement rate is an additional 50% of the assistive technology 

and/or home modifications funding tier for participants living in MM6 or MM7. 

• Supplements are applied automatically through Services Australia systems. 

• Supplements are based on an older person’s address and their Modified Monash (MM) 

Model classification (2023) as identified through the aged care needs assessment. 

• The supplement is added to the assistive technology and/or accounts, and when the 

budget is drawn upon, the supplement is also drawn upon. 

• Supplements are subject to individual contributions as per the rest of the assistive 

technology and/or home modifications funding.   

 

Home modifications high tier - remote contribution reduction 

• Older people allocated to the home modifications high tier who are living in MM6 or MM7 

will pay an individual contribution of 66.6% of the cost of their home modification. 

• This is to offset the additional out-of-pocket costs and ensure they pay a similar 

contribution amount compared to other older people for the same home modification. 

• The contribution amount payable is calculated as follows: 

o High tier home modification contribution payable = (66% of the claimed cost) x 

(contribution rate) 

• This contribution reduction applies to high tier home modifications only. 

 

https://www.health.gov.au/resources/publications/support-at-home-program-manual-a-guide-for-registered-providers?language=en
https://www.health.gov.au/resources/publications/support-at-home-service-list?language=en
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AT-HM resources 

• The AT-HM list outlines the products, equipment and home modifications that eligible 

participants can access through the AT-HM scheme. 

• The AT-HM scheme guidelines explain the AT-HM scheme and how it operates under 

the Support at Home program.  

 

A3  Pricing 

Link to pricing resources (not rural/remote specific): 

https://www.health.gov.au/resources/collections/support-at-home-pricing-

resources?language=en 

 

A4  Priorities, Funding and Reporting 

• Further fact sheets are in development and will be circulated when they are ready to be 

made public. 

 

A5  CHSP Reforms 

• The Commonwealth Home Support Program (CHSP) remains a block-grant funded until 

30 June 2027 and continues to have an important role in providing entry-level care and 

services to the community. 

• There is still work to be done to consider next steps and ensure a better system is 

delivered by changing the things that don’t work and keeping the things that do. 

• On 14 May 2026, the Australian National Audit Office (ANAO) tabled its report on 

the Effectiveness of the Commonwealth Home Support Program and the department 

agreed with all nine recommendations.  The report is available at 

www.anao.gov.au/work/performance-audit/effectiveness-of-the-commonwealth-home-

support-program. 

• The Senate Inquiry into the transition of the CHSP into Support at Home was tabled on 

23 June 2026 and also provides several recommendations for the Government to 

consider. The report is available at 

https://www.health.gov.au/resources/publications/assistive-technology-and-home-modifications-list-at-hm-list?language=en
https://www.health.gov.au/resources/publications/assistive-technology-and-home-modifications-list-at-hm-list?language=en
https://www.health.gov.au/resources/collections/support-at-home-pricing-resources?language=en
https://www.health.gov.au/resources/collections/support-at-home-pricing-resources?language=en
https://www.anao.gov.au/work/performance-audit/effectiveness-of-the-commonwealth-home-support-program
https://www.anao.gov.au/work/performance-audit/effectiveness-of-the-commonwealth-home-support-program
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www.aph.gov.au/Parliamentary_Business/Committees/Senate/Community_Affairs/CHSP

Transition/Report. 

• The ANAO report, the Senate Inquiry report and ongoing stakeholder engagement all 

form insights for the Government to consider regarding the future of the CHSP. 

• Any decisions on post 30 June 2027 arrangements are matters for the Government 

to consider. Any changes to the CHSP will consider the time required by providers to 

adjust to any new arrangements. 

 

A6  Sector Support and Development (SSD) 

• Sector Support and Development (SSD) is an activity funded under the CHSP. 

• As part of the 2026-27 Federal Budget, the Australian Government has agreed to extend 

SSD agreements for a further 12 months to 30 June 2027. This aligns with the end of the 

current CHSP grant agreements. 

• The Department of Health, Disability and Ageing has contacted organisations, with grant 

agreements to be executed prior to 1 October 2026. 

 

A7  CHSP Emergency and Critical Need Grant (GO7393) 

• The CHSP Emergency and Critical Need Grant Opportunity (GO7393) is a closed, non-

competitive, invitation-only (with application) grant, which offers limited funding under 

three categories: (1) Emergency, (2) Critical Need and (3) Service Shortages. 

• CHSP providers can submit an expression of interest via the Community Grants Hub for 

consideration, and providers should speak to their Funding Arrangement Manager in the 

first instance. 

• This grant is not available for any fuel-related requests. 

 

A8  CHSP Reporting and Funding Agreements 

• DEX reporting requirements and resources are available at: (Appendix F - CHSP 

Compliance Framework 2025-27 and DEX training resources 

• Information about submitting financial acquittals for CHSP grant funds is at: (Appendix F - 

CHSP Compliance Framework 2025-27) 

• Information about the CHSP selections framework is at: (Appendix G - CHSP Selections 

Framework) in case they are considering exiting. 

• It is important for CHSP providers to keep in touch with their Funding Arrangement 

Managers (FAMS) in relation to any concerns or issues. 

 

https://www.aph.gov.au/Parliamentary_Business/Committees/Senate/Community_Affairs/CHSPTransition/Report
https://www.aph.gov.au/Parliamentary_Business/Committees/Senate/Community_Affairs/CHSPTransition/Report
https://www.health.gov.au/sites/default/files/2026-07/appendix_f_-_chsp_compliance_framework_june_2026_update.pdf
https://www.health.gov.au/sites/default/files/2026-07/appendix_f_-_chsp_compliance_framework_june_2026_update.pdf
https://dex.dss.gov.au/training
https://www.health.gov.au/sites/default/files/2026-07/appendix_f_-_chsp_compliance_framework_june_2026_update.pdf
https://www.health.gov.au/sites/default/files/2026-07/appendix_f_-_chsp_compliance_framework_june_2026_update.pdf
https://www.health.gov.au/sites/default/files/2026-07/appendix_g_-_chsp_selections_framework_june_2026_update.pdf
https://www.health.gov.au/sites/default/files/2026-07/appendix_g_-_chsp_selections_framework_june_2026_update.pdf
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Appendix B - Conversation Templates 

Working tools for Topic 1. Each is designed to be copied, adapted to your organisation’s 

language, and used by staff before, during and after a difficult conversation. 

Template Use it for 

B1 ISBAR conversation 

planner 

Any conversation where the risk is lost information or a decision 

that does not get made - price or service changes, incidents, 

handovers, escalations to the executive or board. 

B2 PREPARED planner and 

record 

Conversations where the news itself is the harm - end of life, 

serious incidents, a service that can no longer meet the person’s 

needs. 

B3 Culturally safe meeting 

planner 

Any significant conversation with an Aboriginal or Torres Strait 

Islander older person and their family. 

B4 Conversation file note Documenting what was discussed and agreed, and who needs 

to know. Use after every hard conversation. 

B5 Personhood check Executives reviewing incident reports, case conference notes 

and board papers: does the document still describe a person? 
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B1  ISBAR Conversation Planner 

Write the five steps on one page before you walk in. If the conversation will not fit on one page, you are not 

ready to have it yet. Take the page in with you. 

About (person) Date/place Prepared by Interpreter needed? 

    

 

My one sentence 
Why I am here, said early. No 
build-up. 

 

 

I - Introduction and 

identification 
Who I am and my role; who this is 
about. Who else should be in the 
room - and who should not? 

 

S - Situation 
Why I am here today, in one 
sentence. 

 

B - Background 
What has led to this: history, 
earlier agreements, what has 
changed. Said out loud so it can 
be corrected. 

 

A - Assessment 
My professional read, in plain 
words, offered as an opinion the 
person can disagree with. 

 

R - Recommendation 
What I propose; what I need from 
them and by when; when we will 
review it. 

 

 

Keogh Bay template. Copy and adapt for your organisation. 
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B2  PREPARED Planner and Record 

For conversations where the news itself is the harm. E, P and A are not a sequence: respond to emotion 

whenever it arrives, then come back to where you were. NSW Clinical Excellence Commission, adapted 

from Clayton et al., MJA 2007. 

About (person) Date Present Led by 

    

 

Step Plan before What happened 

P - Prepare 
Facts and options confirmed; 
privacy and time; who is present. 

  

R - Relate 
Introductions; rapport; cultural and 
contextual factors 

  

E - Explore 
What do they already understand? 
How much do they want to know? 

  

P - Provide information 
Permission first; about three facts 
at a time; honest about uncertainty 

  

A - Acknowledge emotions 
Name fear and distress; staff 
support afterwards. 

  

R - Realistic hope 
What we will do and by when; 
goals that are still realistic 

  

E - Encourage questions 
Check understanding; offer to talk 
again. 

  

D - Document 
Summary written; care team and 
GP told. 

  

 

Keogh Bay template. Copy and adapt for your organisation. 
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B3  Culturally Safe Meeting Planner 

General guidance, not a rule book. Practice differs between the Kimberley, the Pilbara and the Goldfields, 

and between communities within each. Check it locally before you rely on it. 

Older person Community Planned date Prepared by 

    

 

Before you convene 

Check Done Notes 

We have asked who speaks for this person. 
The next of kin on the form may not hold the authority. Ask again if the answer shifts. 

  

We have checked for avoidance relationships. 
Some people cannot be in the same room. 

  

We have checked for sorry business or other cultural business 
If it arises: reschedule. Not a missed appointment, not a refusal, no cancellation fee. 

  

The person and family choose the place 
Side by side, outside if preferred. No desk or laptop between us. 

  

An interpreter has been offered. 
Interpreter Connect for First Nations languages via My Aged Care. Organising it is 
included in care management. 

  

A trusted worker or ACCO contact has been offered, if the person 

wants one. 
  

Any money amount is ready in plain words, to say early 
Income may be shared across a household. 

  

We have considered what a move or change costs the household 
The house may be in the older person’s name. 

  

 

In the room and after 

Check Done Notes 

I introduced myself - name, where I am from, who I know in common - 

before business. 
  

I asked what the person wants to be called 
Aunty and Uncle are earned titles: wait to be invited. 

  

I left the silences alone and did not treat looking away as evasion.   

I checked what landed with “How would you explain this to your 

family?” 
Not “Do you understand?” 

  

No signature was sought on the day 
Consent given to end pressure is withdrawn later. 

  

The second and third visits are in the care management schedule.   

 

Keogh Bay template. Copy and adapt for your organisation. 
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B4  Conversation File Note 

Complete after every significant conversation and file it in the client record. Tell the people who need to 

know. 

Person Date and time Location Recorded by 

    

 

Present 
Names and relationship to the 
person. Interpreter used? 

 

Purpose 
The one sentence: why the 
conversation was held. 

 

What we discussed 
Plain summary. Use the person’s 
words where you can. 

 

What the person wants 
Their goals, preferences and 
concerns, including any risk they 
choose to take. 

 

What we agreed 
Decisions made, and anything still to 
be decided. 

 

Actions 
What happens next, who does it, and 
by when. 

 

Concern or complaint 

raised? 
If yes: logged in the complaints 
system, and the person told how to 
escalate and where to get 
independent advocacy - without 
reprisal. 

 

Who has been told 
Care team, GP, family or 
representative, after hours - and 
when. 

 

Follow-up date 
When we will talk again. 

 

 

Keogh Bay template. Copy and adapt for your organisation. 
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B5  Personhood Check - for Reports and Board Papers 

Kitwood as a leadership test. Run this over an incident report, a case conference note or a board paper. If 

most answers are “no”, the document describes an event, not a person. 

Question Yes No What we will change 

Is the person referred to by name - not a room number, a 

bed or an incident type? 
“The fall in room 12” fails. 

   

Does it record what the person said, wanted or felt - in 

their words where possible? 
   

Does it describe what matters to them: history, culture, 

relationships, routines? 
   

Is it free of labelling language? 
For example: refused, non-compliant, wanderer, aggressive, 
behaviours. 

   

Does it consider what our routines, environment or 

staffing contributed - not only the person’s condition? 
Outpacing and infantilisation start in the bathroom. 

   

Does the recommendation respect the person’s choices 

and their right to take risks? 
Standard 1, Outcome 1.3. 

   

For an Aboriginal or Torres Strait Islander person: does it 

record who speaks for them and any cultural 

considerations? 

   

Would the person, or their family, recognise themselves in 

this document? 
   

 

For the executive 

Pick one incident report and one board paper from the last quarter and run this check. What the result tells 

you about your culture is worth more than what it tells you about the author. 
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Thank you for your participation. 

 

 

 



 

 

 

 

 

 

 

 

Contact details 

Keogh Bay  

Level 28, 

140 St Georges Terrace, Perth WA 

6000 

 
Rae Samuel 

M 0418 765203 

E rae.samuel@keoghbay.com.au 

www.keoghbay.com.au 

 
David Muller 

M 0417 811529 

E david.muller@keoghbay.com.au 

www.keoghbay.com.au 

 

 

 

 

 

 

 

 

 

mailto:rae.samuel@keoghbay.com.au
http://www.keoghbay.com.au/
mailto:david.muller@keoghbay.com.au
http://www.keoghbay.com.au/
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