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Our staff recognition and reward program has been 
running for two years. 

This program was developed for staff who have 
achieved five or 10 years’ service. To date, 54 
staff reached the five-year milestone and 24 staff 
reached the 10-year milestone. This is a significant 
achievement given the Company itself is only 12 
years old. 

We recently received an improvement to supply 
service award pins for all recipients so now staff 
will receive a service award pin with their framed 
certificate, gift voucher and flowers. 
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Service award pins

Les is Quality and Risk Manager.

How long have you worked for us?
Four and a half years.

What roles have you had with us?
Only one role as Quality Manager and Risk Manager 
managing the Quality Management System, Internal / 
External Audits and company risks.

What is your background? 
Eight years of general banking and lending. 
25 years in the fleet motor vehicle finance and 
fleet management industry in a variety of sales, 
management and systems roles. Now four and a half 
years with the Company. All up - 18 years experience 
in quality management.
 
What do you love about your job? 
Making a contribution towards the effective running 
and improvement of the Company’s operations, 
and making it hard for the auditors to negate our 
commitment to quality.

Tell us something about yourself?

I am married with two 
sons. I am heavily 
involved in my local 
church and local 
community care 
activities. 

I have been a federal 
election scrutineer for 
the past three federal 
elections. 

I am Involved as a 
competitor and an official in 
NSW Motorsport activities 
for over 30 years. Part of 
a team that teaches driver 
training to young drivers, 
that hopefully saves their 
lives and the lives of other 
road users. 

I would love to play more 
golf - but do not have the 
time....
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The Australian National Audit Office performance audit is continuing. ANAO performance auditors have visited 
our offices in Brisbane, Adelaide and Melbourne. 

During their visits they have interviewed State Managers, Assessment Managers and Operations Managers; 
they have observed our case management meeting, had our Better Business accreditation operating system 
demonstrated to them ‘at the coalface’ and have also accompanied assessment teams on visits to homes. 
ANAO auditors also attended Better Practice Melbourne. 

This is part of their ‘field work’ phase which is akin to information-gathering. 

The next phase will involve drafting a series of ‘issues papers’ whereby they document their observations.

Community language resources
This year we reviewed and updated the factsheets and had the Accreditation Standard fact sheet translated 
into 16 community languages. 

We now have resident noticeboard flyers, letters to residents and the Accreditation Standard fact sheet 
available in community languages on our website www.accreditation.org.au in the resident involvement 
section.

More free resources are always being develop so if you haven’t had a chance to stay up to date with the 
resources available go to our website at www.accreditation.org.au and be surprised and the depth of 
material available to anyone at anytime.



Extra! August 2010 page 3Extra! September 2010 page 3Extra! October 2010 page 3

Latest releases

Assessors received training for the new Support contact report at the September Assessor Development 
Program full day workshop. For assessors who were unable to attend this ADP workshop, information will 
be provided shortly regarding completion of an online training program.

The new Support contact report is expected to commence by mid October and assessors will receive the 
new template in their assessor workpacks from 1 October 2010.

Assessors were sent an email on 1 October 2010 
containing a suite of documents to be used with the 
Support contact report. The email included:
•	 statement report for each expected outcome
•	 audit trail template.
A second email will be sent on 6 October 2010 containing 
assessor resources:
•	 an instructional guide for the support contact report
•	 pdf copies of the Assessment modules.

The pdf copies of the revised Assessment modules were 
also published on our website on 1 October 2010.

Support contact report

Feedback, story ideas and suggestions, email: editor@accreditation.org.au
© Aged Care Standards and Accreditation Agency Ltd 2010 
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In case you’ve missed the latest updates on the intranet, a number of resources were released last month, 
supporting Coaching for performance - everyday.

Updated employee and manager guides were released as well as a number of new toolbox tips on topics 
such as Writing useful objectives, Positive feedback, How to develop people, Listening, Managing poor 
performance.

As a manager, whether you recognise it or not, you are inevitably a trendsetter. Your team members are 
constantly observing your behaviour and being influenced by it. They compare notes and decide whether 
you are being fair or unfair, consistent or inconsistent, open or secretive, straight or two-faced and so on. It is 
impossible to escape the scrutiny of your colleagues. You are a major factor in their lives. It follows, therefore, 
that if you set high standards for yourself you become a role model for the people who work for and with you. 

Aiming high helps people develop because they have to strive to achieve high standards. The process of 
striving automatically generates more learning opportunities than would otherwise be the case. 

Everyone has standards but it helps if you make yours explicit rather than tacit, and have a range of high 
standards across a broad band of categories rather than having one or two well known foibles that people 
regard as a bit of a joke. For example, you can have standards to do with: 

 • professionalism
 • equal opportunities
 • absence of sexual harassment/swearing
 • personal integrity
 • environmental issues
 • tidiness
 • punctuality
 • clarity of written memos, letters, reports
 • grammatical correctness
 • frequency and thoroughness of performance appraisals
 • conduct of meetings
 • confidentiality
 • expense claims
 • financial remuneration
 • your availability
 • saving energy/reducing waste
 • meeting deadlines.

It doesn’t of course follow that everyone will emulate all your high standards, but undoubtedly most people 
will aim higher than they would otherwise have done. Being a manager is rather like being a pace setter in a 
race; you set the pace to enable others to win. The trick is to set high but attainable standards. If they are too 
challenging you will fail to match up to your own rhetoric and lose credibility as a consequence. Standards that 
are perceived as unattainable turn people off and prevent the striving that creates. 

Aiming high
Dr Peter Honey

   Honey P, (1995), “101 Ways to Develop Your People, Without Really Trying!” Maidenhead, Peter Honey Publishing.
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“Variety is the spice of life”, or so they say. This should also apply at work. With that in mind, there are roles/
functions within any organisation that provide limited variation from year to year. As an employee your job 
function/role may fall into this category.   

People work for a variety of reasons (it isn’t always about remuneration) and these include having interesting 
and/or challenging work; appreciation of a job well done; being involved in decision making; feeling important; 
being allowed to work things out. What can you do to provide more challenge or variation to your work?

  Considerations:
 • Look back over previous years to see what could have changed?
 • Do you have some ideas to make your job more interesting?
 • Do they have tangible benefits for the organisation?
 •  What do you do in your current role that could do with some improvement from an organisation 

perspective?  Have you discussed this with your supervisor?
 • Is there a role in the organisation that interests you?
 •  Would you like to have a try, even on a temporary basis? For instance, relieving at reception say once 

a month.
 • What skills do you need to do that new role/function?
 • What do you need to learn?
 • Are there peak periods in other areas, where you could lend a hand?
 • Are there special projects where your skills and knowledge could be utilised on a short-term basis?

Performance planning and review is an ideal time to be able to raise these issues. After all, it is about a win-win 
situation for you and the organisation. You, by improving your skill set and the organisation by having a much 
better performer.
 
As you prepare for the performance planning and review process, take some time to think outside the box and 
look at the opportunities. 

Do you have friends or colleagues who work in a similar role in this or another organisation? Do they have 
suggestions of what could be done to make your job more challenging? 

If this is not possible this year, ask to broaden your understanding of the organisation by sitting in on staff 
training or information sessions. 

In any event, your goal is to perform at your optimum level and at the same time look for future opportunities 
that balance your skills and knowledge.

If you are a manager, providing variety to an employee whose function does not allow much deviation, you 
should look at the individual’s strengths and provide challenges by way of some project work, delegation or 
assistance in canvassing new ideas for a new process or procedure. It may not relate directly to the individual’s 
current role, but something within your responsibilities. After all, you want someone who is performing to their 
optimum level within your team and who is motivated to do so.

“Keep on keeping on” – 
When not much changes 
from year to year.   
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Focus Purpose

Objectives Business (What) Relate to your job but have a link to the corporate 
and divisional goals.

Behaviours and skills Personal (How) Relate to individual behaviours and personal skills 
that are needed to improve performance at work.

Values Company Allow us to integrate these into our daily work.

Objectives have a business focus – they relate to your job but have a link to the corporate and divisional 
plans.

Behaviours and skills have a personal focus – they relate to individual behaviours and personal skills that 
are needed to improve performance at work. 

Values define us as a Company. They allow us to integrate these into our daily work. 

Company values

Quality and innovation
We aspire to do our best and improve the way we do things.
	 •	 I	make	suggestions	on	improvement	to	scheduling	process.
	 •	 I	speak	up	about	better	ways	of	doing	things	and	being	prepared	to	drive	these	new	ways.

Positive working relationships
We work together to achieve better results.
	 •	 I	participate	on	OHS	Committee.

Acceptance of responsibility
We accept responsibility for our actions.
	 •	 I	take	ownership	and	am	responsible	for	my	own	actions	–	no	‘passing	the	buck’.

Ethical conduct
We carry out our work with integrity, fairness and a balanced consideration of evidence.
	 •	 I	promote	and	speak	positively	about	our	company	and	each	other.
	 •	 I	am	sensitive	and	discrete	towards	needs	and	circumstances	of	others.
	 •	 I	honour	the	spirit	of	our	policies	and	procedures.
	 •	 I	focus	on	the	issue,	not	the	person.
	 •	 I	am	not	wasteful	of	resources.

Environment
We actively work towards the efficient use of resources and minimising our impact on the environment. 
	 •	 I	set	my	printers	to	double	siding.
	 •	 I	make	use	of	electronic	delivery	of	information	where	possible	(i.e.	printing	only	when	required).

Behaviour and values - 
let me show you how
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Listening sensitively is a subtle skill. Sometimes people don’t hear what is being said. They only hear a part 
and ignore the rest, or they hear a phrase or word that they focus on and the rest of what is said is distorted or 
perhaps not heard at all. This is sometimes called “selective” hearing and at some time or another we have all 
been guilty of this, just by pre-empting what we think someone is going to say.

Listening, because it appears to be a passive activity, is a difficult skill to teach and learn. It involves 
concentration and a conscious effort to understand what is said and what is not said.

Active listening is about using your eyes and ears and interpreting the essential message that is being sent, 
not only the words that are being spoken. In other words, listening with interest.

Observing body language is also about what is not being said. It is about tuning out the noise terrorists – 
environmental sounds; ringing phones; the email that pops up on your screen; other distractions that interrupt 
your ability to listen to the subject at hand.

Active listening, like most skills, requires lots of practice to be competent. Keeping your mind on the subject/
topic at hand and not straying to think about other things, good or bad, requires of lot of effort.

  Active listening techniques
 •  Look interested. Show encouragement through your body language by facing the speaker, keeping 

eye contact (but not staring), leaning forward slightly, and maintaining an open and receptive posture.

 •  Do not interrupt or try to impose your views whilst the other person is talking.

 •  Stay neutral in the process. Clarify the speaker’s meaning, if necessary, to get the whole picture. 
Remember the various types of questions you can use.

 •  Test your understanding of the message by paraphrasing or summarising.

 •  Examples of paraphrasing include:
		  -	 What	I	understand	you	to	be	saying	is….
		  -	 What	I	think	we’ve	talked	about	and	seem	to	be	agreed	on	is….

By paraphrasing you are also giving the other person an opportunity to clarify their message if they feel it has 
been misunderstood.

 •  Make “I” statements rather than “you” statements.

 •  Use pauses to encourage a response. Many people continue talking to avoid awkward silences; 
however, this can rapidly become a one-way conversation. Pauses (including physical comfort breaks) 
allow people to think about ideas or suggestions, or gather their thoughts or composure.

“If you keep talking; you only say what you already know; if you listen, you may learn something 
that you didn’t know”. 

Listening
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 1 Coaching for performance - everyday manager guide 
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1 Coaching for performance - everyday Employee guide      
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