
Bromilow By-lines 

Welcome to Bromilow’s newsletter! 

Welcome to this edition of 'By-Lines', Bromilow's periodical client newsletter. It has 

been a little while since our last newsletter so there are lots of interesting happen-

ings for me to write about and for you to read.   

A lot has happened over the past 6 months. In this newsletter I will briefly recap on 

some past developments but talk at more length about the new and exciting things 

that are happening within Bromilow. Bromilow's designated them for 2016 is 

'Enhancing the Customer Experience'. Everything that we do at Bromilow has one 

aim - we want to assist you to maintain your independence & lifestyle. Later in this 

newsletter I discuss some of the ways in which we are trying to enhance your cus-

tomer experience with Bromilow. 

I had a few relaxing weeks off over September and early October and I was very for-

tunate not to have to seriously think about work while I was away. This is testament 

to the great team in the office who manage things so competently in my absence. 

Enjoy this newsletter.  

Regards, 

Paul Hawting 

Enhancing the Customer Experience 

Each year I designate a specific theme that guides the direction 

of the plans and initiatives that we, at Bromilow, try to put in 

place for that year and beyond. This year, 2016, is Bromilow's 

Year of 'Enhancing the Customer Experience'. We define the customer experience as the customer's percep-

tions - both conscious and unconscious - of their relationship with Bromilow resulting from all their interac-

tions with Bromilow during their time with the company. 

Excellent customer service is the hallmark of all highly regarded organisations. There perhaps have been times 

when Bromilow’s customer service standards may not have been at the level you or I both expect. We have 

worked extremely hard over the past 12 months to particularly address this issue by critically examining what 

we do and the way we do it with the aim of enhancing the customer experience. One thing I have always been 

proud of at Bromilow is our preparedness to admit we have made a mistake and then take steps to correct it.                     
                              (continued on next page >>>) 
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Enhancing the Customer Experience (cont’d)  

I feel our hard work of the past year is reaping rewards. I believe we are enhancing the customer experi-

ence in lots of ways. For example: 

 We have enhanced our scheduling system so that client visit times are more consistent and clients are 
consulted about changes to visit arrangements 

 We have a policy of answering incoming phone calls promptly so that clients receive timely and profes-
sional attention to their query - not too many community care providers can make this claim  

 We have undertaken significant administrative enhancements, not only in appointing special-
ised personnel to our team, but also to our systems and processes to improve information handling 

 We have redesigned Bromilow's website to include a wealth of helpful information on our diverse ser-
vice range as well as useful information on community care 

 Clients can access their service arrangements on the website and Bromilow's fees policy is publicly dis-
played - a rare thing in our industry 

 We have developed a whole range of new services which clients are now enjoying, including home & gar-

den maintenance, planned activity & social groups, IT support, the sale of items of assistive technology, 

and more 

 We are continuing to embrace the use of assistive technologies in our support options with clients and 

many clients benefit from the increased independence they gain by using these technologies - see Bro-

milow's website and the L.E.T.S. article below for examples 

 We are about to launch an eCommerce facility on Bromilow's website which will allow clients to shop 

online for assistive technology items 

 We have enhanced our administrative systems to better manage financial and service information by up-

dating our financial software and aligning our scheduling database with Bromilow's financial systems so 

that the flow of information from one system to the other is seamless 

 We have been very vocal in our criticism of the Medicare payments system which is unreliable and obso-

lete to the point that subsidy payments and current client fee information is unavailable. I have even taken 

the step of writing directly to Minister Susan Ley. It is pleasing to note that the Commonwealth Govern-

ment recently announced a commitment to updating the Medicare payments system. This will ultimately 

result in more timely financial information for home care package clients 

 We are continuing to develop a new range of services for clients to access, including a healthy ageing 

framework 

 We are actively promoting Bromilow through a diverse range of platforms, including presentation to local 

community groups and medical practices, and through the use of social media 

These are some of the initiatives that we have been working on over recent months. They are all designed 

to enhance your interaction and experience with Bromilow - 2016, Bromilow's Year of 'Enhancing the Cus-

tomer Experience'. 
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In brief……... 

 A few months back Bromilow was successful in its application to 
become an approved provider of Community Nursing services 
with DVA. If you are a DVA client and are eligible for community 
nursing services, then you can nominate Bromilow as the provider 
of those services if you wish. 

 Bromilow has also been successful in its application to become an approved provider of Transition Care 
(TCP) services through the State Government. TCP is designed to provide intense levels of support post 
hospitalisation for up to 12 weeks so that people can again live independently. 

 We have just completed a tender with the Commonwealth Government for the provision of short-term 
restorative care. Wellness, reablement and restorative approaches are emerging as powerful ways to 
help older people improve their function, independence and quality of life. The Short-Term Restorative 
Care (STRC) Programme aims to reverse and/or slow ‘functional decline’ in older people and improve their 
wellbeing.  

 Bromilow is also preparing a submission for additional Commonwealth Home Support Program (CHSP) 
funding. Like all of Bromilow's government funded programs, our CHSP services are at full capaci-
ty. Additional funding would not only allow us to offer additional CHSP support but also potentially provide 
an opportunity to offer new service types under the program that specifically target client needs. 

 Bromilow's new staff uniforms are now worn by all staff and it is very encouraging to hear the positive 
feedback - not just from staff but also clients! 

 We have donated Bromilow's old uniforms to the Neighbours Aid charity which helps people in Malawi, 
Kenya, India and Fiji. Neighbours Aid have Op Shops in Maroochydore and Caloundra. It is good to know 
that someone else will gain benefit from our old uniforms.   

 Bromilow's Home & Garden Maintenance program is going from strength to strength. Clients are uniform-
ly appreciating the prompt and professional services that Dan provides to clean windows, clear out gutters, 
mow lawns and undertake household repairs. 

 Would you like to socialise on a regular basis with other people your age? Are you interested perhaps in 
attending a games day, casual lunch at a local restaurant or gentle exercise class? Then Bromilow's 
Planned Activity Groups could be just what you are looking for! 

Social media 

Are you a user of social media? Do you have a Facebook account? 

Then you may be interested in looking at Bromilow's Facebook page. 

We have been busily building the page since it started a few months 

back. It contains a wealth of interesting information on all things Bromilow but does have a particular empha-

sis on active and healthy ageing. 

The page contains links to numerous videos and websites where you can access information, be entertained 

and inspired, reflect on something deeper or see first hand what the Bromilow community is up to.  

Simply type Bromilow into the Search bar on your Facebook page. We would love you to connect with us and 

share your links.   
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Bromilow’s LETS Help Program 

Bromilow’s service models embrace new and emerging technologies, what we call 'Life Enhancing Technology 

Services’ (LETS), providing flexible support options to allow you greater independence and control of your 

life as part of our LETS Help program. Bromilow's LETS Program makes use of a range of assistive technologies. 

Assistive technology is the use of equipment and devices to promote functional independence and re-

enablement to enable clients to remain independent while living safely in their own homes for longer. Incor-

porating portable tools and gadgets, home adaptations, environmental controls and connective technologies 

such as telehealth and other monitoring services, clients are able to manage their own activities of daily living, 

social connections, and health and well-being thus empowering them to maintain control over their own lives. 

Benefits from the use of assistive technology include but are not limited to: 

 Improved quality of life for clients 

 Stabilising and enhancing health 

 Safer mobility 

 Improved security and peace of mind for relatives and friends 
 Increasing communication and social interaction with family, friends and the wider community 

 Timely responses to emergencies 

 Relief/respite for primary carers 

Bromilow's LETS Help program supports you to achieve your goals. We extensively incorporate the use of as-

sistive and enabling technologies in the support options available to our clients. Bromilow’s technology solu-

tions give you real choice and control about how you want to live your life. Appropriate use of technology can 

make a world of difference to your quality of life. 

Two examples of assistive technology that are proving very popular with our clients are: the Peace of Mind 

Pendant and the Automatic Pill Dispenser 

For video demonstrations or further information on the LETS Help program or the types of 

assistive technology available, visit the Assistive Technology Catalogue/Prices page on Bro-

milow's website, the Bromilow YouTube Channel, or contact Julie Hay, Bromilow's Assis-

tive Technologies Manager. 

Julie has been presenting on assistive technology at a range of community locations over 

recent months, including the U3A State Conference, retirement villages & support groups. 

These presentations clearly explain what assistive technology is and show how the tech-

nology can be of real benefit to you. Julie demonstrates items of equipment and you have 

the chance to see the items in action and directly experience how they might assist you. 

If you would like to know more about this exciting and empowering topic, and you are a 

member of a resident committee group, seniors group, or community group whose mem-

bers may also be interested, then Julie would be delighted to make a time to present to 

you at your location. 

You can reach Julie on 5445 5676 or via email at julie.hay@bromilow.com.au 
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Help at home …..  maintain your independence and lifestyle 
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The radiant bride! 

Trina, Bromilow's Regional Service Coordinator for our SOUTH Team, was recently married. Here are some 

photos of Trina's wedding day that she has kindly shared with you. A magical day! 

 

 

 

 

 

 

 

 
 

Increasing choice in home care 

I have written at length in the past on the significant reforms to home care that the Australian Government 

announced in the 2015-16 Budget. The reforms are designed to improve 

the way that home care services are delivered to older Australians and 

provide the recipients of those services with greater choice and control.  

In a major development, from February 2017, funding for a home care 

package will follow the consumer. This will allow a consumer to choose 

a provider that is suited to them and to direct the funding to that pro-

vider. The consumer will also be able to change their provider if they 

wish, including if they move to another area to live. This is a significant 

change from the current system which sees community care service providers allocated a particular number 

of home care places by the government. From February 2017, service providers will not have a pre-

determined allocation of places and all home care package clients will be free to choose the service provider 

that they believe best meets their individual needs and preferences.  

Obviously we would like to think that Bromilow's customer experience is so good that our home care package 

clients will continue to have Bromilow assist them after February of next year. In fact, we hope that our ser-

vice standards are better than other organisations and that other home care package clients may select Bro-

milow as their preferred service provider.  

We are about to enter a new and very competitive community care environment. Like all market places, the 

customer makes their choice based on what they feel offers them best value for money and the best custom-

er experience.  

It is important to recognise that this change impacts on home care package clients only and not on HACC or 

DVA clients. 
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Access your visit schedule on Bromilow’s website 
I want to remind all of our clients that you can access your visit schedule on Bromilow’s website. This is the 
best way to keep up to date with the name and time of the Bromilow carer who is scheduled to visit you. 

If you have access to the internet then you can easily access the visit information via a secure client portal on 
Bromilow’s website. 

Please contact our office if you would like your own login details to securely access your service arrangements 
on the website. It’s a simple process and provides you with the most up to date service information. 

It is great to see so many clients already accessing this feature. However, while we publish the schedule 2 
weeks in advance it is not advisable to look this far ahead because the schedule can change for all sorts of rea-
sons. If your preferred Bromilow staff member is not available 
or your preferred visit time is not achievable, you will receive a 
phone call from the office. Please let us know if this has not 
been happening. Thank you!  

Electronic client progress notes  
We are about to make further enhancements to the scheduling 
software that we use so that our care staff who visit your home 
can make client notes directly into the software on their mobile phone rather than the small blue note books 
that we currently use. 

Our staff in the Noosa area will be trialling these electronic client progress notes using their mobile devices 
from Monday, 31 October. 

I am conscious that our staff members may be seen to be looking at their phones during their visit to you and 
that this may be misinterpreted. Please be assured that when staff are looking at their mobile device or enter-
ing information on the keypad during their visit to you, they are either reading a client progress note or mak-
ing a new entry. 

We anticipate that use of this new electronic client progress note feature will roll out across all remaining cli-
ents over coming weeks. This is a further enhancement to our service delivery and is part of our goal to be-
come a paperless office. 

Thank you to our Noosa clients for your cooperation in the trial.  

From Paul...... 
I trust you have enjoyed this latest edition of 'By-Lines'. I do welcome your comments 

or feedback, whether on the content of this newsletter or any Bromilow related issue. 

Feel free to contact me directly on 5445 5676 or paul.hawting@bromilow.com.au 

We are entering interesting times in community care and no one can predict just what the future will look like 

in the government's push for a de-regulated marketplace. However, one thing is assured - Bromilow will con-

tinue to work hard to ensure that we assist you in the best way possible to maintain your independence and 

lifestyle.  

Regards,  Paul Hawting  

Proudly serving the Sunshine Coast since 1993 


