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ENTRY FORM 

Team Awards Entry Form 

The following template has been designed to assist in identifying the relevant components relating to 

the award category and addressing the award criteria. Please ensure information is presented in a 

logical, coherent manner supported by evidence and/or research. 

 

1. Patients as Partners 
2. Delivering Integrated Care 
3. Patient Safety First 
4. Keeping People Healthy 
5. Supporting our People 
6. A Safe and Healthy Workplace 
7. Health Research and Innovation 
8. Excellence in the Provision of Mental Health Services 

 
 

AWARD CATEGORY  

Award Category:  Supporting Our People 

ENTRANT CONTACT DETAILS  

Team Contact Name: 
(please select one member of your 
team) 

 Lynn Forsyth 

Contact Position Title: Nurse Manager 

Contact Number: 02 66927700 

Facility or service unit: Dorrigo Multipurpose Service 

Contact Postal Address: 14 Beech St DORRIGO NSW 2453 

Email Address: Lynn.Forsyth@health.nsw.gov.au 

Number of People in Your Entry 
Team: 

6 
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SECTION WORD 
LIMIT 

GUIDELINES 

Entry title Max. 50 
characters 

 
Care Partners - Changing the Language and Culture of Care  

Partner 
Organisation 

 Agency for Clinical Innovation (ACI) 

Eden Alternative in Australia and New Zealand  

Abstract 

  

 

125 Words 

 

125 words 
used  

The Multipurpose Service (MPS) workforce requires a 
comprehensive knowledge base, multiple skill sets and ability 
to manage competing priorities across emergency, acute and 
residential aged care every shift; resulting in a task driven 
culture. 

  

Within 24 months the Highview model aimed to reinvent aged 
care nursing, improve the relationship between residents / 
families and staff and increase resident wellbeing and quality 
of life.  

 

Changing the language and culture of care, restructuring the 
workforce and devolving decision making enabled relationship 
based partnerships and person directed values and practice.  

 

Engaging the hearts and minds of staff in a positive, 
supportive, non-punitive work environment that inspires and 
empowers individuals to experiment and innovate has 
improved attendance, increased accountability, collaboration, 
productivity and elevated aged care to a speciality status. 

Relevance to 
entry category 

125 words 

 

125 words 
used  

Aged care nursing is considered less important than acute 
sector nursing and is currently under the spotlight with the 
Royal Commission. 

 

Changing the language and culture of care has elevated the 
status of aged care nursing;  

 - With Dorrigo MPS being viewed as a unique centre of 
excellence 

 - Awareness of how we support our people has become 
evident as Dorrigo MPS works collaboratively within NSW 
Health to improve resident outcomes and quality of life 

 - A plethora of literature supports increased staff satisfaction 
and engagement is closely linked to patient outcomes and 
productivity.  

 - Our enabling, positive culture has inspired 11-staff to enrol 
in tertiary education and consider undertaking research in the 
last 12-months. 

Links with Award categories 1, 2, 3, 6 and 7. 
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• Innovation 
and 
Originality  

 

250 words 

 

249 words 
used  

Rubertino (2014) states that strong relationships empower and 
grow people by engaging hearts and minds, which inspires 
cultural transformation.   
 
Routine workforce strategies to engage hearts and minds in 
Highview model: 

• Recruitment/orientation processes reflect Highview 
principles and practices. Post interview visitation enables 
residents to meet potential care partners & provide 
feedback 

• Residents, family, staff bi-monthly gatherings to co-
design Highview and capture lived experiences  

• Experimental approach enabled; action learning sets and 
Plan/Do/Study/Act methodology 

• Ideas board  

• Daily facility-wide safety huddles (Table1) 

• Practice development / appreciative inquiry practices 

• Random acts of kindness, resident daily pleasures  

• Aged care as specialty 

• Flattened hierarchical structure and devolved decision-
making to resident’s/care partners 

• Retiring staff become Highview volunteers to maintain 
relationships 

• Tap into expertise/interests of individual 
staff/family/community members and encourage 
participation in Highview 
 

Formal change partnerships and activities 

• ACI Living Well in MPS Collaborative 2017 

• Alzheimer’s Australia “Insights into the Hospital Dementia 
Experience” trial. 94% participants changed their day to 
day practice  

• Eden Alternative® cultural change philosophy 

empowered staff to shift from institutional thinking to a 

humanitarian approach where life experiences are shared 

and care partnerships formed 

• Memories in Reflection Photography- This project 
changed mindsets to wellbeing, empowerment & 
enablement through connection with the younger image 
and life story of the person in the mirror (Photo 1).  

• Collaborative review of staffing created dedicated and 
specialist workforce and enabled relationship-based 
person directed values and practices. 

• Mid North Coast Local Health District (MNCLHD) Positive 
and Productive Team and Appreciative Inquiry workshops 
built capacity, enacted CORE values, introduced strength 
based approach. 
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Sustainable and 
Scalable 

 

 

 

250 words 

 

246 words 
used  

Larson (2017) asserts that happy employee’s equal greater 
productivity and improved patient care outcomes. High staff 
engagement & participation has led to Dorrigo being 
recognised as a leader in MPS care.  

Evidenced by: 

• Hostess Dining model showcased as service of 

excellence by HealthShare, attracting LHD visitors from 

across NSW to view meal services and experience the 

interdepartmental collaboration that underpins a positive 

dining experience. 

• A dedicated workforce created within operational budget / 

Full Time Equivalent (FTE) parameters has promoted 

aged care as a specialty with identified skill set; 

enablement, wellbeing, balanced (give/receive) care 

relationships and care partnerships. 

• Retention rate of Highview trained staff is 88.8% 

compared with 36.4% in general staff, a variance of 

52.4% 

• Sharing Highview model: 

• Poster NSW Rural Health & Research Symposium 

2018, 

• Poster Clinical Excellence Commission (CEC) 

Patient Experience Symposium 2019  

• Concurrent speaker National Rural Health 

Conference 2019  

• Concurrent speaker MNC Research Symposium 

2018 

• People’s Choice poster award EOC Showcase 

2018 

• Spreading the word via state working groups: ACI 

Nutritional Standards, ACI MPS Reference Group, 

Ministry of Health State Government Run Aged Care 

Facilities and MPS Guidelines review. Dorrigo only MPS 

nominated for site visit by Nous Consultancy Group 

• Staff seeking innovation / professional development 

opportunities; 9-staff undertaking tertiary studies in 

dementia care, 2-staff seeking academic assistance for 

research and staff making grant submissions 

• Increased willingness to preceptor student & new 

graduate nurses 

Engaging the hearts and minds of Dorrigo staff has the proven 
capability to increase productivity and reduce absenteeism 
costs. 
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Better Patient 
Outcomes 

200 words 

 

200 words 
used  

ACI Living Well in MPS Collaborative, combined with Eden 
Alternative philosophy based on 10-principles (Thomas 2004) 
facilitated a change in the language and culture of care.  

Staff recognize care of the human spirit is as important as care 
of physical needs and that a life-time of experiences, 
achievements and loss shape each person. It is through sharing 
these stories that builds meaningful relationships between those 
receiving care and their care partners. 

The change in culture is evidenced by resident reported 
outcomes (Table2) 

• 30% increase in respect of resident rights,  

• 47% increase in positive dining experience,  

• 45% increase in satisfaction of recreation and leisure 
program  

• 100% felt staff listened, respected & cared about them 

• 100% indicated they were enabled to participate in 
decision-making about their care & activities  

 
And observations of 

• Flexible shower times, unscheduled spa treatments,  

• Spontaneous social activities/outings,  

• Impromptu resident and community afternoon teas 

catered by staff,  

• Increased family/community/off duty staff visitation  

• Inclusive team that collaborates & problem solves 

together 

• Increased comradeship between staff/departments 

• Increased community/consumer involvement with MPS  

 

This holistic person-directed approach has permeated to other 

wards with QARS results for Patient Experience increasing by 

100% over the last 2-years.  

Consequently, Highview waiting list has increased by 200%. 
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Better 
Teamwork and 
Partnerships 

 

100 words 

 

100 words 
used  

Positive work culture enhances staff health, reduces 

absenteeism and increases productivity (Hendricks 2019).  

 

Staff led initiatives: 

• Grant submissions 

• Regular team building/healthy lifestyle activities  

• Messenger chat groups to inform/support team members 

• Facility-wide daily safety huddle 

• Staff seeking additional Fire Safety/Manual Handling 

responsibilities to enable onsite training for colleagues 

• Sharing QARS auditing across clinical teams  

• Peer learning/skill development 

• Increased meaningful family/carer participation  

 

Staff reported outcomes 

• 58% improvement in relationships between residents 
and staff  

• 92% indicated work has meaning and purpose 

• 92% contribute to the quality of life of others  

• 85% feel valued  
 

Improved community perception has increased volunteer 
participation and community donations.   

 

CORE Values – 
Collaboration, 
Openness,  
Respect and 
Empowerment 

100 words 

 

97 words 

 

 

Collaboration: regular staff/resident/family gatherings, 
multidisciplinary team meetings, facility-wide daily huddle, 
increasing engagement to improve staff health outcomes. 

 

Openness: Sharing stories to build relationships, listening 
circles, facilitating difficult conversations, open and 
transparent decision making, opportunistic and supportive 
learning within teams to maintain quality outcomes. 

 

Respect: intergenerational, culturally diverse team that support 
differences in opinion & approach. Positive, caring language, 
informed choice, dignity of risk, consumer directed model. 

 

Empowerment: Partnering for high levels of choice and control 
is associated with positive health, wellbeing and social 
outcomes. Devolved decision making and delegation has 
increased accountability. Improved trust & psychological 
safety. 
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Link to NSW 
Health strategic 
planning 
framework 

100 words 

 

100 words 
used  

NSW State Health Plan: Towards 2021.  

 

Strategy One: nurturing a positive, supportive workplace culture  

• Essentials of care, appreciative inquiry, education/training 
 

NSW Health Strategic Priorities FY2018-19 

• Develop and support our people & culture - improve 
health, safety & wellbeing at work, culture reflects core 
values  
 

MNCLHD Strategic Direction 2017–2021 

• People, patients and community – resident-directed 
care, shared decision-making 

• Leadership, workforce & culture – inspire staff to 
innovate, language/culture of care reflects 
organisational values, positive/productive team, 
continuous learning & development, contribution from 
all levels of staff 

• Value and Accountability – high quality person 
directed model of aged care, responsive to changing 
needs, increasing accountability. 
 

Productivity and 
Efficiency 

100 words 

 

100 words 
used  

Changed culture has reduced staff absenteeism.  
 
Sick leave $31485 favourable to budget over previous 2-years.  
 
Proactive hourly rounds, dignity of risk and daily safety huddles 
have mitigated risks. 
 
23% falls reduction July-Dec 2018 and further 20% reduction 
January-June 2019.  
 
Staff efficiency indicators 2017/18: 

• Higher occupied bed days increased revenue: 
o Respite up 107=$5122 
o Single private up 98=$99800 

• Workforce: total FTE 0.60 favourable 

• Extreme risk cleaning standard (Table3) 

Bed occupancy, total FTE and cleaning sustained 2018/19 

Pre-admission packs improved staff time efficiency 4hrs per 
admission. 

Shared auditing raises awareness; accreditation, work health 
safety, security and infection control principles and practices. 
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Total Tables 
and Graphics 

1350 words 

 

Attachment 1 – Team Photo from MNCLHD Awards 

Attachment 2 – Table 1 

Attachment 3 – Table 2 

Attachment 4 – Table 3 

Attachment 5 – Photo 1 

Finalist video from MNCLHD Awards  

Reference list           Agency for Clinical Innovation. Living Well in Multipurpose Services Principles 

in Practice; 2018. Available at 

https://www.aci.health.nsw.gov.au/__data/assets/pdf_file/0003/338259/ACI_00

35-Living-Well-in-MPS-Principals-in-Practice-Report.pdf 
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reviewed/impact-of-workplace-environment-on-health-workersp 

Henricks, B, Benefits of a Positive Workplace Culture. Available at  
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Nay. R. (2014) Person-Centred Care and Consumer Directed Care Clarity in 

Communication, Discussion Paper, Victorian Department Health. Available at 

https://www2.health.vic.gov.au/.../%7B6D3C342D-9791-4857-953B-

3F3F33E982A5... 

Rogel, C. Job Satisfaction vs Employee Engagement. 2010. Available at 

http://www.edenalt.org/wordpress/wp-content/uploads/2014/02/EdenMDS3_0-

QISProcessv2_for_website.pdf 

Rubertino, F. Lubin, MA. Kruschke, C. Hyde, D. The Eden Alternative Journey: 

Impacting the MDS 3.0 and QIS Process, 2014. Available at 

http://www.edenalt.org/wordpress/wp-content/uploads/2014/02/EdenMDS3_0-
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Seppala, E. Cameron, K. Proof that Positive Work Cultures are more 
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