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Our Vision & Values
MiCare believes that culture is important. We believe that people have a right to be respected and that
differences should be celebrated.

Who we are
MiCare is a merger between DutchCare, New Hope Foundation and the Netherlands Retirement Village
Association Queensland. We endeavour to grow while maintaining our commitment to our existing
communities. Our core business is the provision of services to migrants and their families and friends.
MiCare increases our ability to provide people with what they need.

Our Vision
To support the journey of a migrant throughout their life.

Our Mission
To enable migrants to have comfortable, enjoyable, dignified and meaningful lives.

Our Ethos
Enabling you to live in your world, as we provide services that suit your culture, spirituality and language.

Our Commitments
We will advocate on behalf of all migrant groups.
Services and building works are planned for financial sustainability.
Innovation is sought and funded by MiCare, start-up funds and research is made
available.
MiCare is committed to providing services to support the needs of various life needs
and choices.
Our approach is solution focused, which means we are flexible, adjustable,
adaptable, responsive and perceptive.
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Our Values
Trust

We believe in the mutual expectation of acceptance, respect and fair treatment.

Empowerment
We will provide each other with the means and knowledge to make our own decisions
and we will have confidence and trust in each other.

Flexibility
We accept the need for change to adapt to different conditions and circumstances as
they occur.

Harmony
We encourage staff, Elders and family to work together to build meaningful
relationships.

Empathy
We recognise the power of understanding, and imaginatively stepping into another
person's shoes: we acknowledge their feelings towards an object or person and in doing
so share their happiness or sadness.
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Chairman's Report
This is achieved through establishing and
maintaining multipurpose networks of relationships,
reinforced and nurtured through our many programs
from settlement services to caring for those who
started their new adventure in Australia immediately
after the Second World War. It is a “cradle to grave
approach”.

Ignatius Oostermeyer

This is the first MiCare Annual Report reflecting
three merged organisations, i.e. DutchCare, New
Hope and NRVAQ (Prince Willem Alexander Village
Q’ld).
Although we could report on all of our financial
achievements as well as a four year building
program consisting of more than $80 million across
two states, the essence of MiCare is our multicultural community. This is our raison d’etre – the
reason we exist.
Our community consists of clients, volunteers,
workers, managers, individuals and families who
work towards building lifelong relationships aimed at
achieving the aspiration of the MiCare community.

The MiCare community seeks to achieve the
aspirations of its multi-cultural clients based on their
needs at various points in their lives. This
relationship can commence on arrival or at any point
in life and is fostered by placing the community and
its people at its core. It requires balancing diversity
as well as enabling diverse communities to
participate in society and assist them in achieving
their ambitions.
MiCare’s philosophy empowers its community to
make choices consistent with its needs and
aspirations. For example the MiCare growth plan
embraces innovation by funding various initiatives
focusing on identifying issues and working towards
a solution. Such an approach is consistent with the
government focus on placing more control into the
hands of consumers, both in the aged care and
disability sectors. Services will come and go
depending on need. The MiCare approach in
summary is captured by the slogan:
“We support your Journey.”

Ignatius Oostermeyer
President
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Executive Di rector's
Report
By saying the word “yes” we have achieved 1) three
mergers in twelve months, i.e. DutchCare with New
Hope Foundation becoming MiCare, MiCare with
Dutch Australian Community Centre and MiCare
with Netherlands Retirement Village Association of
Queensland; 2) assisted the Latin American and
Indian Communities in residential care, and 3)
revitalising some of our buildings.
We continue to support new and emerging
communities. Saying “Yes” can do so much more
than “No”. It impacts the outcome of what we do.
As a manager I want to say “yes” all the time
because the staff who work at MiCare want to make
the biggest difference they can with our clients. It
also means that the staff and clients are working
together to solve problems and drive change.
The last year has shown how solution focused we
are, how we have a “can do” attitude and how we
are learning that there is always more than one right
way to do something.

It is a privilege to work with such a diverse and well
skilled group of carers, service staff, managers, and
our volunteers. We have focused on building the
relationships with and between teams, learning new
skills and updating knowledge about our programs.
The board continues to provide wise leadership in
our rapidly changing sectors and we thank the
members for their generous commitments.

Petra Neeleman

The settlement services and aged care programs
are all in major transition after the
Petra
Neeleman
(Executive Director)
government change
funding
commitments
and
operations. The environment we operate in will be
very different in 12 months, and even more different
in 5 years, but we do know that if we get it right
there is huge potential to grow our services as the
number of aged grow rapidly and the needs of newly
arrived migrants expand.
The first meetings of the Community Advisory
Committees and Associate Members will be held in
October in Victoria and November in Queensland in
November; this should give us important feedback
on how we are travelling.
Take a look at our new website, follow us on Twitter,
Facebook and Pinterest. Join us on our journey, and
where needed, let us support you on your journey.

Petra Neeleman
Executive Director
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Residential Aged Care
In May the team at Overbeek Lodge achieved
compliance in all 44 outcome standards in a two day
visit by two assessors from the Australian Aged
Care Quality Agency. In a show of support, key staff
from the other two sites, Avondrust Lodge and
Margriet Manor, audited and assisted in the
preparations for this three yearly review of care and
services provided to our Elders.
Everyone was involved including new staff, our
Dutch nursing students Iris and Sanne, other
students on placement, and our trusty team of care
staff, most of whom have been in the organisation
for many years.

The Accreditation assessors were impressed with
the training and education program at Overbeek
Lodge which mirrors similar systems across all sites.
In fact, a clear indication of MiCare’s culture and
views regarding education is demonstrated with two
staff being awarded a training scholarship through
the Menno van Ruyven Memorial Scholarship
Fund.
Another area that impressed is the integration of
children, family, pets and plants in the normal ‘life’
within a home to Elders of many different cultural
backgrounds. The Eden Philosophy is ingrained
within Overbeek Lodge as well as Avondrust Lodge
and Margriet Manor.

Mentoring, educating and guiding staff in
preparation for such comprehensive audits is made
easier with all key MiCare staff qualified in
Certificate 4 Workplace Training and Assessment.
Staff in general feel empowered and some maintain
tasks and duties of great
responsibility, which reflects their passion,
willingness and competencies achieved over their
journey at MiCare.

The assessors described a lively Activities Program
in place. On this, we need to acknowledge the
important role volunteers have in addressing
residents' loneliness, helplessness and boredom. In
a challenging situation with enormous pressure on
funding due to government reforms, the volunteer
plays an increasingly significant role in promoting
social and emotional support to the Elders and
families through their friendship and assistance.

Robert van Duuren
General Manager Residential Services
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Settlement Services

Settling in a new country presents new opportunities as
well as many challenges and people from refugee and
migrant backgrounds are often vulnerable and need
much support. At MiCare we provide a range of
services including casework and case management,
access to education/training and employment
pathways, life skill development, leadership and
capacity building opportunities.

Employment initiatives included Brimbank/Wyndham
Establishment of Small Businesses; Maribyrnong
Youth Job Ready Club; Yarra Health Services
Employment Pathways Evening; Maribyrnong Tibetan
Job Search Program; Maribyrnong Tibetan Computer
skills program; Sunshine Food Handling Certificate and
Brimbank/Maribyrnong Certificate III in Clothing
Production.

Through our casework and case management
services, more than 2180 clients were helped, the
majority arriving from Burma, Ethiopia, Iran, China and
Eritrea.

Promoting positive family wellbeing is also critical to
our work. This year we organised a number of family
excursions and a total of 379 community members
from the Chin, African, Somali and Oromo communities
came along. Families developed new friendships and
connections with each other and their community. We
also held youth and family camps for parents and
young people living in the South East, Wyndham and
Hobsons Bay areas.

In our immigration casework assistance, 31 clients
received support to make visa applications, mostly for
humanitarian, partner and dependent child purposes.

On offer were activities including sessions on water
safety delivered by Life Saving Victoria, strengthening
positive relationships with Victoria Police, and
information sessions on drug and alcohol issues,
leadership, intergenerational team building, wellbeing
and mental health. These camps were held in
partnership with the Sierra Leone Australia Community
of Victoria, the South East African Women’s Network,
Spectrum, Victoria Police, Wyndham, Brimbank and
Maribyrnong Youth Services, Laverton Youth
Foundation, and Western Bulldogs.
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Settlement Services
Seven youth sporting events involving over 410
multicultural young people took place in partnership
with the Western Bulldogs, Werribee Tigers Football,
Eagle Stadium and Kingston Council Leisure Services.
A number of water safety education programs were
held in Frankston, Kingston, Wyndham and Brimbank
involving 263 young people, mothers and their
children. These water safety programs enhanced
parents', young people's and children’s confidence in
enjoying aquatic environments safely.

Understanding and knowing about the various systems
and services of a new country is important to
settlement in a new country. Over 60 group information
sessions were held with key agencies and covered
topics such as public housing, health, safety,
Australian democracy, voting, family planning, law,
tenancy, role of the police, indigenous culture,
multicultural parenting, Centrelink, education and
employment pathways, environmental conservation
initiatives, immigration and citizenship, money
management and more.

More than 500 young people participated in six youth
performing arts events in Frankston, Hobsons, Bay and
Wyndham. These events included dance, drumming,
music, poetry and storytelling workshops.
In Wyndham a Youth Refugee week event was
celebrated with over 500 families with young people
showcasing traditional costumes, multicultural food and
performances.

Despina Haralambopoulos
General Manager Aged and Community Services
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Case Study
Lorna has been a regular program participant in the Café Bazaar program at Bentleigh East, one of
several locations in which the program is run. For a few hours each week, participants engage in
various activities including exercise, craft, games and information about healthy living and other
Lorna has been a regular participant in the Café Bazaar physical exercise classes provided by
topics of interest, followed by light refreshments and a chat. Sometimes the group facilitator arranges
MiCare.
Over the years the program has grown to be extremely popular. It is a low cost
for the group to go on outings to places of interest.

program that aims to provide company and engagement for independent seniors through
multicultural
activities.
Lorna
has been aLorna
regular
program
participant
in Bentleigh
East,especially
one of
Being a widow
and living
independently,
finds
great solace
in attending
the program,
several
locations
in which
the program
is run.these classes and tries not to miss any. She speaks
the one
hour exercise
classes.
She prioritises
highly of the health benefits and the overall promotion of healthy living. All of this has helped her
effects
of arthritis
and osteoporosis.
Over
her health
hasincluding
improved.exercise, craft,
Forcontrol
a fewthe
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week, participants
engage
in time
various
activities

games and information about healthy living and other topics of interest, followed by light
By participating
she isthe
ablegroup
to cultivate
greatarranges
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forwith
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go on
Lorna says, “I come to these classes because I have friends, camaraderie with all the Greeks, all
outings to places of interest.

[the] international ladies and we also have plenty of healthy foods”.
Lorna also proudly points out that through her own word of mouth she is responsible for bringing
together at least half of the class’s regular participants every week. She says, “all the people from my
Being
a widow
livingthem
independently,
country,
India,and
I brought
all here!” Lorna finds great solace in attending the program,

especially the one hour exercise classes. She prioritises these classes and tries not to miss
any. She speaks highly of the health benefits and the overall promotion of healthy living. All of
this has helped her control the effects of arthritis and osteoporosis. Over time her health has
improved.
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Financial Overview
With the backdrop of the most significant structural
changes occurring across the community services
sector for decades, the 2016/17 financial year saw
MiCare achieve the realisation of strategic goals that
had been in planning for a number of years. The
merger with New Hope Foundation in October 2016
and the decision to merge with the Netherlands
Retirement Village Association Queensland from 1st
July 2017 provides the organisation with the
financial and strategic capabilities to further our
services to the diverse range of individuals and
families that come to MiCare for support and
accommodation.
For the year ending 30th June 2017, MiCare reports
a surplus of $1.5m. However, the merger with New
Hope Foundation resulted in MiCare recognising
$2.1m as a gain on merger, while the planned
redevelopment of most of the Avondrust
Lodge aged care facility within the next two years
required the recognition of additional depreciation of
the building of $809k. Hence MiCare’s 2016/17
results can be summarised as follows:

MiCare’s balance sheet remains very strong with
$15.5 in Current Assets, Net Assets of $13.3m and
external debt of only $6.3m. At year-end there was
$15.1m in our bank accounts providing very strong
liquidity. It’s noted that of the $50.1m of Current
Liabilities, $37.5m relates to Refundable
Accommodation Deposits (RAD) and retirement
living in-goings, which although treated as a Current
Liability, have characteristics of a longer-term
liability as when a resident leaves, a new resident
typically provides funds of a similar amount.
Adjusting for the RADs and ingoings, MiCare’s
Current Asset ratio would be 1.2 times – providing
comfortable liquidity coverage.

Graeme Wickenden

Overall, the balance sheet has benefited from a
conservative but financially prudent management
approach that ensures the financial capacity of the
organisation to meet its obligations.
Looking ahead, the merger with Netherlands
Retirement Village Association Queensland on 1st
July 2017 will further add to MiCare’s financial
strength and provide significantly to achieving the
scale to operate cost effectively in an ever
increasingly competitive marketplace.
Finally, what is not reflected in our financial reports
is the contribution of the many volunteers and
auxiliaries who give selflessly of their time and
energy to make a daily difference to the people
receiving care and support from MiCare. Our
sincere thanks are extended for the amazing work
they do.

Graeme Wickenden
Chief Financial Officer
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Profit & Loss
Statement
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Statement of
Financial Position
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WindMeals
WindMeals has been operating in the wider
community for a number of years now; our initial
intention was to supply home-style Dutch cuisine to
the Dutch Community Metropolitan wide and we
have achieved this with flair.
As time has passed we have faced many
changes. WindMeals has embraced and continues
to lead the way in multicultural meals. Our growing
client base meant menu change was needed to
compete within the current market and we have
successfully transitioned to lead the way.
We have forged strong relationships not only with
the wider community but also with other service
providers. We supply clients of Tabulam and
Templer Homes, Australiana Home and Baptcare.
All stakeholders know their clients' health and
wellbeing are in good hands.

WindMeals offers “choices” and this is demonstrated
by the many cultural dishes on offer.
Since the merger with New Hope, WindMeals
has been working alongside Frankston PAG group
providing a variety of cultural meals extending their
repertoire and taste palettes. By working together,
we have been able to introduce culturally based
meals from our purpose built facility at Seaford.
We have supplied an oven and the tools to better
service the clients of the group. This is slowly
bringing in change without interruption. This in turn
has helped build trust and confidence in our brand
and services. WindMeals is always looking to further
build and strengthen our relationships with our
existing and new partners.
We pride ourselves in the quality of product and
exceptional service we offer to all stakeholders and
look forward to new opportunities and continued
growth.

Sue Pyper
WindMeals Coordinator

Feedback
Andrew - Really enjoyed the braised ox cheek, when you suggested it I was unsure but I really
enjoyed the dish. Highly recommend.
Joan - Loved the personal touch with having the chef delivering on the day. I love the meals that’s why
I recommended you to my friends.
14
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Retirement Living
or Lifestyle Change?
Retirement living or retirement villages can offer
both these groups a way of satisfying their needs
under the one roof. Villages are set up to allow
people within to interact as much, or as little, as they
like.
Activities can be structured to suit all types and all
ages from weekly card and bingo tournaments for
the not so nimble, to bowls clubs and winery outings
for those more active. The choice becomes yours.
Residents can become involved in village operations
or sit back and watch leaving the administration to
others.
That is the question. Often people make decisions
based on what they have heard, rather than how
they feel and that is very true when it comes to how
you intend living after the age of 65. Are you moving
because you think you need some level of care, are
you moving to get away from the burden of
maintaining a larger property so you can “enjoy”
yourself more?
Age plays an important part in what your
accommodation is or should be. Younger retirees
enjoy a freedom in lifestyle, being able to get away
more often with the knowledge they still have a
place to call home, but not have to worry too much
about gardening, outdoor maintenance or
security. Older retirees still have the same concerns,
but move to be closer to others for companionship.

At MiCare, we have styled our newer apartment
living toward the more active participants who are
enjoying corporate bowls at Lilydale bowls club, and
a weekly “happy hour” where stories are told and
functions are planned. Around the corner at Beatrix
village residents involve themselves in card games
and other indoor activities, including a Saturday
morning coffee club. The choice is yours.
If you’re reaching retirement come talk with us and
check out your options. Let us give you a run down
on what can happen in your next stage(s) of life and
make your LIFE WORTH LIVING.
Olaf Zalmstra
General Manager Assets Services Properties
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Home Care Services
No two Home Care Packages are the same and
that’s what it's all about when choice is the centre of
a Package. Adriana was reluctant to accept a home
care package but her daughters convinced her.
They knew that the purpose of the Package is to
support a person to stay at home and in their
community. They were already doing everything
they could to support their mother, but all three
daughters worked and had families of their own.

With time, Adriana established trusting relationships
with the staff at MiCare and she began telling her
friends about MiCare. They lived all over Melbourne
so Adriana wasn’t too sure if they would be lucky
enough to receive MiCare services. She and her
friends were relieved to find out that over the last
year MiCare had established packages in the
Northern and Western metropolitan regions of
Melbourne, so this wasn’t a problem.

With the recent changes introduced by the
Commonwealth which focused on
re-enablement, choice and independence, they
thought they had a chance of convincing their
mother. Adriana was able to work with the personal
care worker to care for her home and helped the
gardener, or rather he helped her, to prune her
roses and tend to the lawns.

Since February 2017 MiCare commenced servicing
Brisbane but Adriana doesn’t have any friends
there. Working with the home care advisor, Adriana
was able to decide how her funds would be spent.
She uses part of the money for transport and allied
health services and she has been able to make
some modifications to her home, so that moving
around is easier and safer for her.

This was so important to Adriana. She wanted to do
everything she could to be independent. Working
with someone gave her the sense of being able
rather than dependent. She often lamented to her
daughters that if she accepted a Package she would
age faster which meant her contribution to others
would shrink. Her whole life had been about giving
and she didn’t want this to stop.

Adriana is feeling better, stronger and healthier and
for the first time in many years is planning to invite
Lorna As
all her family to celebrate Christmas at her home.
she said to her eldest daughter, "with all the help I
am receiving, my house is clean, my garden is
beautiful and I am strong enough to host Christmas
lunch. Can you imagine how happy that makes me
feel?”

Anne Davey
General Manager Home Care

Beryl Fernando (left)

Testimonial
Beryl Fernando - Home Care client
The carers have been wonderful in providing assistance in looking after my husband. The staff and
carers from MiCare have had a positive impact in assisting my husband and I and feel like they have
almost become part of the family.
16
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Access and Support
Program
Recent changes to the Aged Care System have
caused much confusion in the community.
None is more impacted, than those whose first
language is not English.
One of our Cantonese clients was chatting to our
bilingual worker. She was expressing concerns
about the care of her husband and spoke about the
supports she needed to enable him to stay at home.
The situation was placing a great deal of strain on
the couple. At the time she also mentioned that her
husband had been granted a Level 4 Home Care
Package, several months earlier.

The bilingual worker discovered they hadn’t
accepted the package. Unfortunately, the offer had
just expired.
The situation was referred to our Access and
Support worker who then engaged with the client.
He provided information about the service and
explained that package offers were time-limited.

With the consent of the client, the worker contacted
My Aged Care. He explained the client’s situation.
The offer was reinstated.
This is one example of many that we deal with each
day.
At MiCare we support our clients to access services
that meet their needs and help them to understand
the system they are now expected to navigate.

Despina Haralambopoulos
General Manager Aged and Community Services
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Assistance with Care &
Housing Program

MiCare’s Assistance with Care and Housing (ACH)
Program assists people with low income in the
Southern Metropolitan area, who are over the age of
fifty, who are at risk of homelessness, or are
experiencing homelessness or have some type of
housing issue.

We work with clients to find long-term, affordable
and suitable housing. Where needed we link them to
other community services. In 2016/17 the ACH
assisted 106 clients.
Despina Haralambopoulos
General Manager Aged and Community Services

Testimonials
Anonymous - Assistance with Care & Housing Program client
After renting the same property for thirty-seven years I was shocked to receive a notice to vacate
from my landlord. At 76 years of age I never imagined moving again, let alone facing homelessness.
I didn’t know what to do, I was so scared.
I am so grateful to have found MiCare’s ACH program. The worker was so kind, compassionate,
showed unconditional support and was always reassuring me. She found me a lovely unit, it’s within
walking distance to my family and I have a beautiful little garden. Words can’t express how grateful I
am for this service and the assistance I received.
Todd - Assistance with Care & Housing Program client
There was a time I needed help. Due to certain circumstances I’d found myself sleeping in my car
with my dog, Cooper.
Through other avenues I was referred to MiCare ACH program. My worker has done so much for
me. During my time working with her my life has taken a 180 degree turn. I now have an affordable
unit, with a backyard for Cooper and it’s close to transport. I’ve started working, saving money and
have built lots of great friendships. Sometimes I can’t believe how much my life has transformed. I
now have a sense of stability. Thank you so much.

18
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Volunteering with Us
On a rainy morning a few months ago, the phone
rang. A friendly man introduced himself as Jack and
expressed interest in becoming a volunteer at
MiCare. About a week later Jack and I met
for an interview and soon after, Jack became a
volunteer.
When Jack was 10 years old he moved from the
Netherlands to Perth. A few years ago Jack moved
from Perth to Melbourne. With his children all grown
up, he told me that it was hard to make new friends.
With volunteering, Jack has made many friends and
the thing he loves most is chatting with the Elders at
Avondrust. He speaks English with some Elders
Dutch with others. He loves to reminisce about the
Netherlands whenever he can. Jack is at Avondrust
two days per week and he spends quality time with
residents who feel lonely. Sometimes he takes them
for a walk or to the kiosk, and at other times he
supports staff during outings. Both the Elders and
Jack experience the positive influence that the visits
have on feelings of happiness. Everyone benefits
from the time they spend together.

In 2016-17 many volunteers have been visiting
Elders in residential aged care homes just like Jack.
There are also many volunteers that offer one-onone visits to people who live independently.
MiCare’s volunteer program is extensive and still
growing. Other areas where volunteers can assist
are with the Planned Activity Groups, Café Bazaars,
running our kiosks, providing support alongside staff
within our residential aged care homes like Jack,
assisting with fundraising, assisting with bus driving
on outings, offering homework support to newly
arrived young people with refugee backgrounds,
and helping with projects or programs that require
the assistance of skilled volunteers.
MiCare has more than 500 volunteers who provide
support in Victoria and Queensland. Each volunteer
makes a highly valuable contribution to the
wellbeing of the migrants and refugees that we
provide services for. Without our volunteers we
wouldn’t be the organisation that we are.

David Smith

Nienke Weerepas
Social Support Officer

Testimonial
David - MiCare Volunteer Program/Facilitator
I love learning about each group members’ stories and background. Everyone I've met so far each and
everyone of them have a great rich history and backstory.
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Prins Willem
Alexander
What an exciting year 2016-2017 was for the
residents of the Prins Willem Alexander Village in
Birkdale. After two and a half years of building
activities, we were able to celebrate the opening of
the new John Scholtes building providing 93 brand
new residents' rooms with spacious living and dining
areas and functional kitchens.
As soon as we moved residents from the existing
aged care facility to the new building, we started a
renovation creating the Mollee and the Maxima
Households. These were also completed creating
beautiful new areas for our residents to enjoy.
And while we were in the renovating mood, we also
updated the Martin Jonkers building, creating a new
nurses' station, a new doctors' visiting room, a new
lounge room, a new kitchen and creating a brand
new Coffeeshop with outdoor terrace area.
Moving the coffee shop from the administration area
allowed us to renovate the offices, but more
importantly, enabled us to complete the vision of
creating a village hub with Bea’s winkel and the
Coffeeshop as the main focal point.
While we worked hard on inviting King Willem
Alexander to open the new building for us, he never
quite made it to Birkdale, however, the King and
Queen Maxima did visit Brisbane and we did get to
meet him. He made special mention of missing the
opening and wished all our residents the very best.
What a shame he never got to see the facelift we
organized in the village for his potential visit.
And while all of that was happening, the members of
the NRVA association agreed to merge with MiCare
which creates many more exciting opportunities for
the 2017-2018 year. Never a dull moment in sunny
Queensland.

John van Dijk
Chief Operating Officer at Netherlands Retirement Village
20
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Prins Willem
Alexander
I would like to begin this, my first report as the
Facility Manager, by expressing sincere thanks to
my predecessor, Laila Chalustowski. Laila served
with commitment and passion during a time of
significant growth and we are all grateful for the
stewardship and care she demonstrated in the role.
So as such I begin with a sense of gratitude and
pride about MiCare Prins Willem
Alexander Lodge that has only grown stronger over
the course of the last decade. Ours is an
exceptional facility with an extraordinary heritage
and a promising future.

This passion to support people in need has always
underpinned the activities of this facility and has
now been enhanced with the merger with MiCare. It
is a great privilege to be part of such a well-run
organisation that helps so many in need.
I also wish to thank all our staff and Volunteers for
their generous commitment to the work that we do.
Without them, it simply would not be possible to
provide many of the innovative services and
initiatives that we do.

Throughout a period of profound political and
economic change around Australia and Brisbane,
our facility has been steadfast in its dedication to the
residents, families and carers, the staff and the
surrounding community.
We have made steady progress in transforming the
facility into a great customer-focused and
technology leader. There have been many
rewarding moments, and shared learnings that
have led to our success.

I am confident that the organisation’s missionmindedness, commitment to quality, and boldness
to pioneer new approaches will stand it in good
stead for the year ahead.

Matt Sealy
Facility Manager - Prins Willem Alexander
21

Partnerships and
Collaborations
It was three years ago when I first met Norminda
Forteza from the Australian Filipino Community
Services (AFCS). I remember it pretty well. I was
presenting at a forum about the Aged Care Approval
Round and specifically talked about partnerships.
Norminda spoke to me about her work and that of
the AFCS and afterwards we hoped the opportunity
would come for us to work together. Well that day
arrived in June 2017.

Partnerships promote common sense, a common
purpose, and strong ethics. A successful partnership
allows you to speak up when you need to and
compromise to achieve a common outcome. A
Partnership recognises our combined strengths
which help us to do more of what we value. In our
case, this means providing services in a culturally
and linguistically responsive way that acknowledges
our client’s Choice and Decisions.

MiCare’s partnership with AFCS is new but already
we can see that we are complementing each other’s
styles and interests in a way that is natural. But if
there’s anything to be learned from our first meeting,
it is that working together means a whole lot of trust
from a whole lot of people.

Perhaps the greatest challenge for partnerships is
the long-held suspicion of take-overs. We look at
the heavy-weights who expand and increase their
market share, but there is also a list of examples of
organisations who partner so that they can continue
to provide services. Good partners find ways to get
around the dilemmas so they can build their service
capacity.
Having real and meaningful relationships was what
led us to partner with AFCS and what will guide our
success is probably our ability to share our
knowledge, insights and simply, the way we do
things. We have much to learn from each other and
we plan to put this to very good use.

Even when two people are a perfect fit, a
partnership with two organisations means that the
fundamentals need to be in place that go beyond
the initial relationship, and this takes time. We
tested each other’s values, goals, outcomes,
business transactions and we then tested each
other’s word.

Penni Michael
General Manager Business Development
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Raising Awareness
More information, more impressions and more ideas
on how to raise awareness about MiCare. Where do
you start when it comes to marketing and creating
awareness about your brand? They say that every
time a service provider advertises, it helps all
agencies in that space, but is that really what
happens? Earlier this year the senior management
team spent time thinking about MiCare’s approach
and it became clear that the key message is
‘meaningful relationships’. How could we get this
message across?
Well the first thing we did was re-think what
marketing material we wanted. Did we want to focus
on marketing itself or on who we are whilst inviting
people to get to know us. We chose the latter. We
wanted others to know us as trustworthy, reliable
and in it for the long haul.

A couple of us attended a workshop on marketing
and advertising and the new approach was all about
connections. We felt we were with like-minded
people. We learnt so much that day and put it into
practice with the help of many staff and consultants.
We spent hours thinking about the MiCare Website
and the ‘feel’ of the site. We wanted it to be in simple
English, easy to understand and get around.
We then connected this with a blog to talk about the
things which are important and of course we had to
include Facebook, Twitter, YouTube and Instagram.
The big surprise was Pinterest, which we are using to
create a community of common interests. All of this
is new, but the feedback so far has been fantastic – it
will change and grow with us; just like any good
relationship it needs a little time.
Penni Michael
General Manager Business Development

Please visit us at www.micare.com.au and feel free
to provide us with any thoughts. Also connect with us
on social media:
www.facebook.com/micareltd

The last point may seem strange. The long haul is
what you need when you want a meaningful
relationship, you need staff to stay around, to be
committed to their work and the people they serve.

www.twitter.com/micareltd
www.instagram.com/micareltd
www.youtube.com/newhopefoundationincprahran

You need employees to establish relationships with
other agencies who can work with us to provide the
services clients need. We then thought about the
best way to do this and hands down, word of mouth
won. It is the best approach and the most reliable
but sometimes you need a little extra to boost that
along. That’s where social media came into the
equation.

www.pinterest.com/micareltd
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MISSION
To enable migrants to have comfortable, enjoyable,
dignified and meaningful lives.

MiCare LTD ABN 51 072 127 238
PO Box 8219
1105 Frankston - Dandenong Road Carrum Downs VIC 3201 Australia
Phone 1800 MiCare (1800 642 273) | Fax 03 9782 0142 | Email info@micare.com.au
www.micare.com.au
Home | Retirement Living | Residential Care | Settlement | Welfare | Advocacy |
Referral | WindMeals

