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Our residents Resident health Satisfaction with Compliments and
insights our services complaints trends

(o) Whiddon monitors compliments
D 3 5 /o and complaints every month and
Residents living with has a robust consumer feedback
dementia mechanism

12 month period
A1%
(o) July 21 - June 22
Residents living with
depression

This compares with industry figures of 50% of
residents. Whiddon is committed to supporting
residents with depression through services such
as counselling, cognitive stimulation therapy;,
wellbeing and social activities.

%130

= =" Whiddon averages 130 falls
with injury a month.

Falls prevention is a key area of focus at Whiddon. While complaint levels are low across the year
We are currently trialling 2 different Falls prevention most relate to care- or customer-service.
programs with falls experts at Neura, UNSW and

University of Sydney. We are committed to reducing Most compliments relate to quality of staff and
falls and improving resident mobility. examples of exceptional care.

*Whiddon’s falls rate, roughly 1in 10 residents per month, compares
favourably to 1in 2 residents across the whole of aged care.
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Consumer snapshot
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Consumer Quality of Life
engagement Outcomes

Over the period
July 2021 - June 2022
we ran

Happiness 8 (o)
1 /o of residents said they
= * were happy living in our services.
, This compares to 94% the
If%’l H f previous year. This reflects a challenging year.

Boardand Oneonone interviews
consumer  with residents across Independence 9 6%

session Whiddon Care homes. i Oy
work with them to maintain
their capabilities.
Customer satisfaction Meanin
gful
1 survey occupation 79%

7
X X 1 f of residents feel that there are
Consumer feedback is very important to us. N enough activities offered that

We run many different types of consumer =) interest them.
engagement across the year. Key themes this

year were around staff shortages due to Covid, o

resident desire fo return to normal activities 85 /o

and their interest in innovation programs. of resemis e e el

Family and visitor
satisfaction

Whiddon

Award-winning care
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Relationship based
care index

Whiddon's award winning
relationship based care
(RBC) program supports
more tailored care for our
residents. Every year we
measure how residents
rate us for RBC.
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Relationship
based
care
Personal Meaningful
Connection Activity

Residents gave us a

94%

rating for our relationship
based care approach this
year. This compares to 92%
last year.



