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HAVILAH WEBSITE:   www.havilah.org.au 

please contact Andrew on 5461 7387 or  email   

andrew.earl@havilah.org.au if you would like your Tat-

tler sent via email      

HAVILAH MAJOR RAFFLE     

Once again it is time for our 

annual major raffle.  

All prizes are for Goods/

Services at Retailer/s of choice  

1ST Prize $10,000  

2nd Prize  $5,000  

PLUS 10 x $500  early bird 

prizes  

Tickets are $100 each and 

payment can be made over  

10 weeks  

Please  ask your friends and relatives if they 

would like a ticket or you may like to have a 

family  Syndicate.  

With only  410 tickets available the odds are very 

good.    

 This is an important part of our fundraising 

program each year with the proceeds  used 

towards capital purchases such as equipment.    

We would very much appreciate your support.   

To purchase a ticket or collect a book to sell, 

please contact Raeleen 54617 380 or  

Reception 5461 7387     

      

10th April - 13th April 

ANZAC DAY 25/04/2020 

They shall not grow old,  

as we that are left grow old;  

Age shall not weary them,  

nor the years condemn.  

At the going down of the sun and in the morning .  

We will remember them. 
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A reminder to all residents, please use the washing powder sachets supplied by Havilah in the 

laundry when you attend to you personal  washing, residents are reminded not to buy their 

own washing powders and store the product in their rooms.    Laundry cupboards have recent-

ly been added in each laundry containing Softly and alternate washing detergent for those una-

ble to use the sachets.    For residents using the alternate powder please run a cycle using the 

sachets on completing your wash.  Residents who use the laundry to do their own washing will 

be provided with a key to the cupboard.    You can also obtain a key from each staff office.  

The ‘bored board’ activity is now up and run-

ning with residents able to access 8 different 

activities' to stimulate the minds. Feel free to 

take an activity sheet, ideal for after dinner 

and for the weekends when there is no struc-

tured activity program. 

RESIDENTS BE  AWARE 

At times  residents receive phone calls from persons claiming that they are a representative of a telephone and elec-

tricity companies or alike asking for bank  account details to clear         outstanding balances. This type of phone call 

should at all times be  ignored.    We advise        residents to simply hang up and inform staff. 

PLEASE DO NOT ADVISE YOUR BANK DETAILS TO ANYONE OVER THE PHONE AND REPORT 

ALL SUCH CALLS TO STAFF. 

Hairdressing services will be arranged through the Leisure and Lifestyle staff.  

Contact Rochelle or Kim and they will arrange for a suitable time for you to 

have your hair  washed and styled. The staff are not permitted to cut hair but 

will make sure that your hair is kept in a neat and tidy manner. 

All residents will have their own allocated brush, rollers, shampoo and condi-

tioner, and Havilah are also looking into purchasing curling wands. All equip-

ment will be  for the use of each individual resident. 

With activities in communal areas and visitors limited by strategies in 

place to  control any outbreak of coronavirus within Havilah facilities, 

Ipads have been purchased so that residents are  able to  contact with 

family on face book, Skype, Zoom  and other forms of social media.   

Residents will also be able to use the Ipads to read newspapers and peri-

odicals and play scrabble,  other word games, solitaire  and other other 

card games and colour by numbers according to their various interests.  

Residents will be able to use the Ipads in small groups or  within their 

own room.   Lifestyle staff will assist you to become familiar with using 

these.  We will have these ready for distribution shortly.  

  Desk top computers in common areas have also been updated. 
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PHOTO GALLERY 

Quiz and        

Crossword       

Solutions 

from page 7 

Answers to  Quiz 

1. 1000. 

2. Bonnie Doon 

3. Dollar. 

4. Vermouth. 

St Patricks Day 

was celebrated at 

Raglan House, resi-

dents getting into 

the spirit with all 

dining area turning 

green, a meal of 

Irish stew and 

Guinness was of-

fered and any oth-

er food that was 

green. 
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Postage stamps are  available for purchase 

at the main      reception desk, between the 

hours 9am - 12noon, Monday - Friday. 

Reception hours in the High School Centre 

are Monday - Friday, 9.00am - 12noon, ex-

cept public holidays. 

NB: Stamps now $1.10 each 

EFTPOS 

For the convenience 

of  residents,  

EFTPOS facilities are 

located  at  reception in the High ‘School 

Centre for payment of Accounts. 
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1854, Ballarat, Victoria When Nell 

Amberton's husband is shot dead 

by a bushranger, there are few 

who grieve his passing, and Nell 

least of all. How could she miss 

the monster who had abused her 

from the day they wed - the man 

who had already killed his inno-

cent first wife? But his death trig-

gers a chain of events that seem to 

revolve around the handsome 

bushranger who murdered him - a 

man to whom Nell, against her 

better judgment, is drawn. 

But Nell has far more than a mys-

terious stranger to worry about. 

With a mess of complications 

around her late husband's will, a 

vicious scoundrel of a father trying 

to sell her off in matrimony, and 

angry relatives pursuing her for 

her husband's gold, she is more 

concerned with trying to ensure 

her safety and that of her friend, 

goldfields laundry woman Flora, 

than dealing with the kind of feel-

ings that led her astray so cata-

strophically before. 

After the violence on the gold-

fields, Nell's fate also hangs in the 

balance. It seems that, after all, she 

might need to do the one thing 

she has avoided at all costs...ask 

for the help of a man.  

Visiting: 

Due to the COVID-19 Pandemic all doors are locked.   The  main entry is the only accessible 

entry into Harkness Street,  reception is manned 7 days,  staff will let you let you in.    Resi-

dents wishing to go for a walk in the grounds can exit via this door and will be provided with 

a swipe card at Reception to re-enter the building. or alternatively can ring the bell.     

Visiting is currently between the hours of 9 am  and 5 pm.  Visits are to be for a short dura-

tion only (up to 15 minutes) and visitors need to fill out  a form and have their temperature 

tested prior to visiting.    We have staff on hand to assist you with this.  Visitors may not enter 

if they have a temperature over 37.5.    Our staff are also required to test their temperature 

when arriving for their shifts and cannot commence work if their temperature is above 37.5.    

Visitors are still required to sign in and out on arrival and departure.      

From 1st of May no person can visit or attend for work at an aged care facility unless they 

have had a current influenza vaccination.     People will be asked to provide evidence so please 

ensure you have this with you when visiting.    This has been legislated in varying forms by 

each state and territory in Australia.     

http://www.google.com.au/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwiU7tGIxObmAhWXxDgGHZJYAyYQjRx6BAgBEAQ&url=%2Furl%3Fsa%3Di%26rct%3Dj%26q%3D%26esrc%3Ds%26source%3Dimages%26cd%3D%26ved%3D2ahUKEwiU7tGIxObmAhWXxDgGHZJYAyYQjRx6BAg
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96-year-old first-time author documents his ambulance career in new book 

The well-worn phrase “it’s never 
too late” has never been so mean-
ingful as for Bob McDermant. 
Also affectionately known as 
‘Ambo Bob’, at the grand age of 96 
Australia’s oldest author has 
launched his first book The Ambo, a 
history of his 39-year career in the 
Queensland Ambulance Service. 
“I think it’s a relief because it 
shows that if you really want to do 
something, even if it takes you your 
whole life, if you accomplish it in 
the end, that’s the big thing,” says 
Bob.  
“We’ve got an Ambulance Service 
that is probably the best in the 
world. And I’ve made so many, 
many friends. It’s absolutely amaz-
ing and wonderful, and it’s been 
worth every bit of effort that has 
been put into it.” 
He admits he felt overwhelming 
relief more than anything else, after 
finally see the book in his hands. 
“We’d put in so many hours over 
so many months. I was always wor-
ried that I wouldn’t get the story 
finished, wouldn’t see it compiled, 
edited and sent to the publisher, 
and never hold a finished book in 
my hands – a real concern as you 
approach 97! 
“Over recent years I had almost 
given up hope of starting it, let 
alone finishing the project,” Bob 
laughs. 
When Bob McDermant joined the 
Queensland Ambulance Transport 
Brigade in 1947, he expected to 
undergo training for his role as an 
‘ambo’. But to his dismay there was 
none, and furthermore he found 
that the equipment was antiquated, 
with the procedures based on a 
manual that hadn’t been updated 
for 50 years. 
So Bob and fellow ambulance of-
ficer Arthur Deobertiz set out to 
make some changes, constantly 
coming up against apathy, re-
sistance and fear of change. 
He says that when he came back 
from the army (a part of the book 
which is eloquently detailed), the 
ambulance service had been run-
ning for about 50-odd years and 
they had not made any changes or 
updates to their syllabus.  
“They had been taught to put a 
bandage and pad on a wound or 
spread a fracture and drive them 
(patients) to hospital, but that was 
it.”  
Adding to this, there was no train-
ing for the ‘ambos’.  
After 10 years of working to gain 
permission to change the syllabus 
and introduce training, Bob and 
Arthur started at the bottom, grad-
ually changing the face of the ser-
vice. Bob ultimately became the 

QAS training officer.  
“With all the work we put into it, I 
had to believe it was going some-
where,” Bob says. “We now have 
the best ambulance service in the 
world.”  
Bob’s story follows his journey 
with Deoberitz as they set out to 
make changes to the service by in-
troducing a training program bring-
ing treatment in line with modern 
medicine and helping to lay the 
foundations for the progressive and 
highly-skilled paramedic service we 
see today. 
Due to sheer persistence, determi-
nation and an extraordinary vision-
ary outlook, the pair saw great suc-
cess. 
“To me, the service has now gone 
from nothing to the best,” says 
Bob. 
“The changes since I finished my 
time at the Ambulance Training 
School 35 years ago have been 
huge. In the first 10 years after I 
left the training school there was a 
big shake up in the administrative 
structures which meant a dramatic 
increase in funding for both the 
ambulance service and the training, 
and that led to significant progress 
in both areas which has continued 
to the present.   
“There have been amazing advanc-
es in technology – the vehicles, the 
high-tech stretchers, the monitor-
ing equipment. A current ambu-
lance is like a hospital emergency 
department cubicle, but with less 
space to move!” 
Bob was eventually awarded the 
QAS Distinguished Service Medal 
in September 2010 which he says 
was extremely gratifying. But it had 
not been without personal cost and 
struggle over many years. 
Thirty years earlier Bob had left his 
final position in the service under 
considerable angst. 
“My departure from the Ambu-
lance Training School is a story I 
told in the book, but basically we 
had a very short-sighted admin-
istration at that time, and they 
were under pressure to get more 
ambulance officers through the 
training school courses because it 
was so successful.     
“However the State Committee 
(our administration) made the de-
mand of me that the training cours-
es would now run back to back i.e. 
one course was to finish on a Fri-
day and the new course was to 
start on the Monday! And it was 
made very clear to me that there 
would be no extra staff and no ex-
tra funding. This was an impossible 
situation and I tendered my resig-
nation that day. It was certainly not 
the way I wanted to leave, after 
everything I had put into the job, 

but there really was no other 
choice for me.     
“A few years after my resignation, 
when the administration had been 
totally changed, I was approached 
and asked if I would return to the 
Ambulance Training School. I was 
honoured to be asked but return-
ing was not for me. Although it 
took 30 years before I was award-
ed the Distinguished Service Medal, 
that award did provide some clo-
sure for me and some belated 
recognition for what I had done.” 
With no prior history of the QAS 
captured by anyone before him, 
Bob took just a little over 12 
months to have The Ambo ready for 
publication. He gives a lot of credit 
to the staff and residents at Sea-
sons Caloundra where he has been 
living during the writing and pro-
motion of The Ambo. 
“The staff at Seasons Caloundra 
have been totally behind my efforts 
to write this book and for months 
have been asking when they can 
read it,” Bob says. 
“My family has been wonderfully 
supportive, helping with early book 
outlines, proofreading, printing 
large font versions and generally 
keeping me going but never pushing 
me – I appreciate that.” 
Bob’s ghost writer Robin Storey 
who leads biography writing classes 
at Seasons Caloundra was also vital 
to the project, he says. “It started 
with just trying out one chapter, 
but if I hadn’t found Robin there 
wouldn’t be a book in the first 
place.” 
And Bob’s only child Greg 
McDermant was also a massive 
help in the collection of infor-
mation and the recording of the 
stories, typing them up and reading 
them back to his father. “Greg 
sorted out the mistakes and we 
gradually did it chapter by chapter.” 
He encourages other seniors to 
document their lives and to enlist 
professional help if they can. He 
already encouraged a former bank-
er who lives near him to write his 
memoir. 
QAS Commissioner Russell Bowles 
said Bob’s book meant a lot to the 
ambulance service. 
“Once you lose history you can 
never get it back, so to capture this 
is so great. A lot of people think 
that the ambulance service was al-
ways like it is today, but in the 
book you see the struggles that 
Bob went through to put the foun-
dations in place in order to have 
the great ambulance service that 
we see today.” 
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                           WEEKLY ACTIVITIES  

MONDAY  Morning Movers 9.20am 

                         Games Morning coffee and chat 10.15 am 

   Bingo 1.30 pm 

   Chariobics 2.45 pm 

TUESDAY Morning Movers 9.20am 

                          Marbowls 10.30 am 

                          Bingo 1.30 pm 

   Chairobics 2.30 pm 

WEDNESDAY Morning Movers 9.20am 

                          Nail Care 10.00am 

   Bingo 1.30pm                                                  

   Craft/Cooking 2.45pm 

THURSDAY  Morning Movers 9.20am 

                          Street Walk 9.30am 

   Bingo 1.30 pm 

   Bus Trip  1.30pm     

FRIDAY             Special Morning Tea 10.00 am - served to room 

   Bingo 1.30 pm 

   Chairobics 2.30 pm    

SATURDAY      Cooked Breakfast - served to room 

SUNDAY          Devonshire Afternoon Tea each Sunday 3.00pm 

 

 Leisure and Lifestyle staff will spend 1:1 time with 

residents on regular basis. 
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Don’t forget to check your Activities Calendar  to see what’s on each day 

April 2020 
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Solution page 3 

QUIZ 
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Find the hidden words? They may be horizontal,  vertical,     

diagonal, forwards or backwards: 

CATNAP, DAYDREAM, DOZE, DREAM, DROWSY,  

EXHAUSTE, FANTASY, FATIGUIED, FORTY WINKS, HIBER-

NATE, IMAGINATION, KIP, MIRAGE, NIGHTMARE, NOD OFF, 

RELAX,REPOSE, REST, SHUTEYE, SIESTA, SLEEP, SLUMBER, 

SNOOZE, STARGAZE, TIRED, VISION, WEARY. 

 

1. How many years in a  

         Millennium? 

2. In the film “The Castle”, 

the Kerrigan family holi-

days were at which town 

near Lake Eildon? 

3. In the rhyming slang, what 

is referred to the “Oxford 

scholar”? 

4. A classic martini is made 

with gin and what other 

liquor? 

ACROSS: 
1. Knowledgeable person in a particu-

lar field (6) 

3. Received something offered (6) 

8.       Circuitous (7) 

10. Luxury craft (5) 

11. Prominent (5) 

12. Pout of the ordinary (7) 

13. In front (5) 

15. Felt pain (5) 

20. Frequent patron (7) 

22. Mindful (5) 

24. Once more (5) 

25. Imbue (7) 

26. First born (6) 

27. Request for a sum of money (6) 

DOWN: 

1. Oar (6) 

2. Not at anytime (5)  
4. Aquatic South American ro-

dent (5) 

5. Leave out (7) 

6. Aggregates (6) 

7. Progeny (5) 
9. Last letter of the Greek alpha-

bet (5) 

14. Emaciated (7) 

16. Item of furniture (5) 

17. Colonnade (8) 

18. Juicy Fruit (5) 

19. Breakfast food (6) 

21.     Parts of a chain (5) 

23.     Die away (5) 
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Linen    Could residents please inform care staff if they have any soiled   linen in their rooms.  This     includes 

Face Washers, Shower Mats or Towels. Staff can provide fresh clean linen immediately on request, Please Call 

661 or 662.   

Justice of the Peace 

The Havilah on Palmerston community has the services of a Justice of the Peace, 

Contact: 

Terry Simpson   Mobile: 0419 737 837 

April 2020 Page 9 

With the weather condi-

tions changing, please  en-

sure that you are dressed 

appropriately for the 

cooler weather and that 

your room is  at  a com-

fortable temperature for 

you  as per the day, make 

sure you have  adequate 

fluids on a regular basis to 

be kept hydrated and if 

are outdoors doors for a 

walk, wheelchair walk or 

sitting outdoors in the 

Autumn sunshine that a 

comfortable warm jacket 

and  hat is worn. Please 

ask staff should you need 

assistance. 

   Falls Prevention  

Ensure that you have your feet attended to by a podiatrist. 

Maintain and keep your walking aids in good condition. 

Keep rooms and walking areas clutter free. 

NEWSPAPERS:     

Newspapers  and periodi-

cals  will not be  supplied 

in communal areas  during 

the pandemic.  

If you would like to have 

your own personal paper 

this can be ordered 

through the local Newsa-

gency and will be deliv-

ered to you at your own 

cost.    Please ask at Re-

ception if you need assis-

tance to order your own 

papers and periodicals or 

arrange for family to or-

ganise.  

Havilah also request if you 

do receive newspapers 

that you do not share 

with co-residents. 

 

WEIRD and WONDERFUL WORDS 

 

FUNAMBULIST: a tightrope walker 
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$130,000.00

$150,000.00

$170,000.00

$190,000.00

$210,000.00

$230,000.00

$250,000.00

$270,000.00

$290,000.00

$310,000.00

$330,000.00

Feb-19 Apr-19 Jun-19 Aug-19 Oct-19 Dec-19 Feb-20

Staff & Volunteer Catering
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ALL HAVILAH SITES ARE  NON SMOKING SITES.    

PLEASE RESPECT  THIS   FOR  THE SAFETY OF   

RESIDENTS  AND STAFF. 

April 2020 

RESIDENT SURVEY:  

February 2020  

Raglan House: 21 residents 

surveyed: 

100% of surveyed residents indicat-

ed that most of the time or always 

there is sufficient areas provided 

for them to talk to their visitors in 

private. 

100% of residents indicated in the survey that most of 

the time or always their room is cleaned to their sat-

isfaction. 

100% of  residents surveyed  agreed or strongly 

agreed that the staff who serve their meals are neat 

and clean. 

100% of surveyed residents agreed or strongly agreed 

that their medication is provided in a timely manner. 

New volunteers are always welcome.  Please see Sue or Raeleen.  

Invitation to read your Care Plan and take part 

in your Care Plan Review   Every resident has a 

comprehensive care plan developed to ensure all care 

needs are documented for staff’s information.   This 

way staff can provide consistent care and services in 

accordance with your assessed need and the choices 

you make..    Our staff speak to you and/or your rep-

resentative  in developing your care plan initially and in 

the  ongoing periodic review of your plan.     

We ask you for your direction in relation to involve-

ment in the care plan review on entry.    Your involve-

ment can either be in person or by telephone.    We 

wish all residents and/or representatives to feel they 

are consulted about changes made to care in response 

to assessed needs.    We also make changes as per 

your individual choices and requests.   You are invited 

to talk to staff at any time should your needs or wishes 

change.    

Many years ago Havilah published a recipe book with residents and their family fa-

vourites, ranging from soups to casseroles, desserts, cakes and slices etc. This pub-

lication proved to be a worth while fund raiser for Havilah.  

We are looking to re do another one using some recipes from the original publica-

tion and requesting current families who would like to submit their own favourite. 

Recipes and pictures can be  sent via email to andrew.earl@havilah.org,au  or by 

leaving at main reception desk at Harkness Street during office hours. 

https://www.amazon.com/Recipe-Notebook-Organizer-Accessory-Recording/dp/B07P6CNWQS
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“Sugar, why don’t you sit down by the table and we’ll start dinner,” said Doro-

thy to her husband of over 50 years, in front of his guest, Bob. 

“Sure thing,” he replied.  

“Now darling, would you like the soup first or the bread?” Dorothy asked. 

“The soup,” he responded. 

After a whole meal of one endearing term after another, Bob couldn’t contain 

his curiosity any longer. He snuck into the kitchen and said, “ Dorothy, do you 

always talk to your husband like that?” 

“Bob, I’ll be honest with you,” Dorothy replies. “It’s been five years no, I just 

can’t remember his name, and I am too embarrassed to ask.” 

After a tiring day, a commuter settles down in her seat and shuts her eyes. Then, the man next to her 

pulls out his mobile and started talking in loud voice, “Hi sweetheart. It’s Kevin. I’m on the train…Yes, I 

know it’s the 6pm and not he 4pm, but I had a long meeting.” 

There is a pause, “No honey, not with Sue from accounting. It was with the boss.” Another pause: 

“Sweetheart, you’re the only one in my life.” 

He is still talking loudly 15 minutes later, so the woman next to him leans over and says in to the phone, 

“Hang up, Kevin, and come back to bed.” 

Ralph the wharfie had the security guards baffled. 

Every day when he left the docks he wheeled out a wheelbarrow load of rubbish. 

Every day the security guards would sift through the rubbish to see if he was stealing. 

But every day, they found nothing but rubbish. 

Finally after a few weeks of this the old wharfie retired and had a going away function and the security 

guards were invited. They were saying goodbye when one of them just had to ask. 

“So Ralf we know you’ve been nicking stuff off the docks but we just can’t figure out what.” 

“What were you stealing?” 

As Ralf headed through the gates for the last time, he replied: “Wheelbarrows.” 
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 WHEN THE FIRE ALARM SOUNDS  Please  

remain where you are and wait for staff to instruct 

you on evacuation.   If you can see the fire you 

should move away from the immediate area and wait 

for instruction from staff.  If the fire is in your room 

you should leave the room and close the door behind 

you.       Havilah is a very safe facility  and has many 

measures in  place to stop the spread of fire and 

smoke  and to provide for safe  evacuation in the 

case of a fire – this includes fire and 

smoke  compartments, and  sprinklers   

and smoke alarms.    Should evacuation 

be required  only  residents in the 

affected compartment would be affected 

In the first instance.  The fire alarm automatically 

alarms to the brigade who are here within minutes.    

YOU  WILL BE KEPT INFORMED BY STAFF AND 

FROM THE KITCHEN : 

If residents do not wish to have the ‘First Choice’ for 

lunch please  notify the catering staff that you would 

like the ‘Second Choice’ shown on the menu.    The 

first and second choice change every day.     There 

are also choices listed for soft and pureed diets in-

cluding sweets.    Just in case you do not like either 

choice offered there are additional alternatives avail-

able every day and these are listed on the menu.     

Please advise  staff  by 10.00am if you would like one 

of the Lunch alternates rather than what is being of-

fered as first or second choice.     

  

At tea time there is a selection of two soups, two 

mains and two sweets on the menu.                       

Additional tea time alternatives each day are  

- Salads, raisin toast and sandwiches.    Please advise 

the kitchen prior to 3pm if you would like one of 

these alternate choices.    

So that staff can have your meal ready for you at 

mealtime please take special note of the times 

for ordering of alternate meals, therefore at 

breakfast or by 10 a.m. for lunch and by 3pm for 

tea.   
 

For breakfast residents may choose whatever cere-

als and breads they wish.   Please notify the kitchen 

who will arrange to get this in if it is not held as nor-

mal stock.  
 

FAMILY MEMBERS AND GUESTS. 

We apologise that we cannot welcome resi-

dent guests for meals and look forward to the 

time when residents can once again host fam-

ily and friends for meals and special occa-

sions.  You can be assured we will have a very 

big party as soon as we are able.   

For our residents we still have in place Special 

Morning Tea on Tuesdays and Sunday Devonshire 

afternoon tea.      Tea and coffee making facilities 

and biscuits are on hand in the kitchenettes for resi-

dents and visitors.   
  

REPORTING FOOD BROUGHT IN FOR 

RESIDENTS 

As all food prepared by Havilah is closely monitored 

under the Food Safety  Standards it is a requirement 

that All food brought in to Havilah by residents 

or their families/visitors must be reported.   There is 

a register available in each Foyer and in the Kitchen 

for you to record this.   Food put in the fridges must 

have the resident’s name and the date clearly 

marked.  Your assistance with this is appreciated.   

If there is food that you enjoy that you would like to  

see on the menu you can discuss this with Food Ser-

vices Manager Di Jackson or alternatively fill out a 

form and place in the Suggestion Box.  

 

Please let catering staff know your favourite soup if 

you would like it included on the list for Soup of the 

Day. 
 

    

If you want to make a comment, sugges-

tion, complaint or compliment but are un-

sure how to go about this , please ask a 

staff member to assist you.     

Emailing the Tattler    If you provide us with 

your email address,  we can email your Tattler to 

you.   Please email your details  to an-

drew.earl@havilah.org.au.   
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CONTACTING STAFF and other Useful 

Numbers 

You can contact staff by using your room phone  

In Raglan House Ring 161  24 Hours a day to 

get the Nurse on Duty 

Press your Green Call Button for Non Urgent 

assistance and  

Press your YELLOW call Button for URGENT 

assistance     

High School Centre (Reception)  Ring 140 

between 9am & 12 Noon Monday to Friday   

The call system is  for emergency calls so 

where possible for other than emergency  issues 

please use your telephone to contact staff.  This 

will ensure prompt action when you are in an 

emergency situation.    There are call points in 

public areas for residents and family members to 

use when requiring staff attendance.   

Please familiarise yourself with the position of 

these call points. 

Wall phones are  installed on the Nurses Station 

wall at Raglan House both Upstairs and  

Downstairs these phones 

provide greater accessibility to staff for families.   

Please make use of these phones as needed. 

24 Hour Contact Raglan House.  FOR 

FAMILIES ringing from outside Havilah to 

speak to staff  in Raglan House please call  

5459 0150 if  there is no answer on this number 

the call will be diverted to staff on the floor.   

This number is available for 24 hour emergency 

contact. 

Reception Hours—Account Payments and 

Enquiries   MON-FRI 9.00 am—12.00 pm 

54590140 

General Enquiries.   For any general enquiries: 

Families or residents can contact Havilah 24 

hours a day, 7 days a week Telephone: 54617387. 

Leave a message if it is out of office hours and 

staff will get back to you as soon as possible.  
 

Other useful numbers can be found in 

your Resident Information Folder 

FEEDBACK—  We welcome feedback from 

residents, families and visitors and forms are 

available at the downstairs and upstairs nurses 

station windows.   

Residents and families are encouraged to 

communicate any issues they may have to : 

Nurse Manager (RN1) Deb Matthews 5459 

0154 or internal dial 154.  

Deb  can be contacted by email using the email 

address: deb.matthews@havilah.org.au  

You can also contact: CEO Barb Duffin 5461 

7381  Mobile 0429 617380              

email: barb.duffin@havilah.org.au  or                                                                 

Director of Care Kelsey Hooper 54 617383 

email: kelsey.hooper@havilah.org.au  

If you report an issue to any staff member they 

will fill out a form on your behalf.  

Complaints can be made openly, anonymously or 

your name can be kept  confidential.  

Havilah respects the right of  residents and 

families to raise complaints anonymously, 

however it is more difficult to obtain the best 

outcome from anonymous  complaints  or feed 

back to the complainant the actions taken as a 

result of the complaint.  

We welcome your input as to the things you 

don’t like and the things that you do as this assists 

us in providing a quality service.  

External Complaints through the Aged Care 

Quality and Safety Commission:  1800 951 822 

Elder Rights Advocacy   1800 700 600  Email   

era@era.asn.au.   www.era.asn.au 

ERA is a member of OPAN the Older Persons 

Advocacy Network, delivering the National Aged Care 

Advocacy Program, an Australian Government 

Initiative providing advocacy services to recipients of 

Australian Government Aged Care Services. 
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Pick up and Drop Off Points   Residents and 

families, please  use the flat surfaces provided for 

residents  being picked up or dropped off at Rag-

lan House.    These are the areas directly out 

from the Raglan House front doorway (Raglan  

Street entrance)  and the Raglan House Court 

Yard Entrance.  The nature strip areas and kerb-

ing  are not meant for walking on and  do not 

provide a stable surface so please remain on the 

concrete paths and crossings to ensure safety.        

If you want to make a comment, suggestion, complaint or compliment but are unsure how to go 

about this , please ask a staff member to assist you.     


