
H A L F  D A Y  D I G I T A L  S E M I N A R

 www.the-hatchery.co/event/sustainability-in-home-care                             

Tuesday 7th December 2021 | 10:00am - 1:00pm AEDT 

Meet your facilitator

Anna Millicer 
Founder
Get Smart Aged 
Care Consultancy

Redesigning Services for 
Sustainability in Home Care

What will you take away?
  ‘Work backwards’ to implement and deliver your strategic and consumer goals 

  Adapt service development and design to attract and empower satisfied customers 

  Better ways for working around your system limitations to get the results you need 

  Provide targeted support to your frontline and practice-level staff to       
 deliver better quality care 

  Gain clarity on articulating your service model to get the best        
	 fit	between	you	and	your	consumers

Anna has worked in community aged and disability care for 30 years and has 
championed Consumer Directed Care (CDC) through advocacy, research and best-
practice service design. Following five years working at COTA Australia and a decade 
of research and project work to design, implement and evaluate CDC models in home 
care, Anna now supports providers to reimagine their service model with achievable, 
outcome-based actions.

Anna has specialised expertise in consumer engagement, consultation design, 
implementation and communication strategies. As Founder of Get Smart Aged 
Care Consultancy and Senior Consultant with Lorraine Poulos & Associates, Anna 
collaborates with industry leading organisations on a range of quality, training and 
service design projects.

Building your model of care backwards to attract & retain customers

Brainstorm 
with your 

executive team

In partnership with:

100% past customer satistifcation
 

“Well presented and well structured seminar with relevant content. Thank you!”
CHSP Team Leader, Co.As.It. Community Services  



What can I expect from a virtual 
seminar?

 Digital toolkit of practical knowledge and resources that you  
 will be able to implement immediately in your role

 Maximise your learning and time through one in-depth  
 session and get direct feedback from aged care consultant 

 Apply your knowledge during an active learning breakout  
 session

 Learn from your peers and make new connections during the  
 breakout sessions and problem solve with other organisations

 Access anywhere and on any device in real time and on  
 demand 

 Lower your carbon footprint by attending virtually 

Agenda  |   Tuesday 7 December 2021 | 10:00am - 1:00pm AEDT 
10:00   Opening remarks & virtual learning tips 

10:10   Working backwards to achieve effective service   
  design
• Concept of ‘building it backwards’ in service development and 

design
• Diversification	quandary:	identifying	the	impact	of	change	across	

all aspects of your organisation
• Reflections	on	key	concepts	and	applications

10:50   Short Break

11:00   Redesigning your systems & ways of working
• Refining	your	value	proposition	while	keeping	the	Quality	

Standards top of mind 
• Unpacking the interface between consumers, care managers and 

your organisation’s processes
• Technology,	knowledge	and	training:	How	these	three	elements	

can support your service development
• Iterating	your	way	to	success:	Why	the	glossy	brochures	may	be	

at odds with continuous improvement
• Reflections	on	key	concepts	and	applications

11:50   Short Break

12:00   Bringing it all together - Strategy for action
Working in groups you will briefly introduce yourself and begin to 
develop your own ‘build it backwards’ strategy to implement in your 
organisation
• Identifying	consumer	expectations:	The	different	modes	of	

engagement for prospective, new and longstanding consumers
• Testing	the	‘build	it	backwards’	concept	in	your	own	service:	

Customise your own strategy to initiate achievable actions 
immediately 

12:50   Q&A and reflections

1:00   Closing remarks and end of seminar

Best practice models for sustainability and growth
With a consumer directed approach underpinning the direction that the home care sector is heading, the future of how providers 
reshape services is now in the hands of consumers. 

Building	business	sustainability	and	growth	requires	taking	a	360-degree	view	of	all	aspects	of	your	service	model	and	integrating	
flexible	and	responsive	ways	of	working.	But	not	knowing	where	the	next	complaint	or	improvement	suggestion	is	going	to	come	from	
makes	it	challenging	for	providers	to	know	which	part	of	their	service	model	to	focus	on	first	for	continuous	improvement.

This	unique	event	will	help	attendees	to	re-think	their	approach	to	service	design	by	applying	simple	and	proven	strategies	to	build	
proactive solutions and better outcomes. Using a ‘build it backwards’ concept you will learn practical tips and ideas to nurture the 
consumers you already have and attract new customers by reimagining your service design.

Who should attend?
Executives, senior leaders and managers from home & 
community care providers with a responsibility for:

• Business

• Operations

• Strategy

• Finance

• Services

• Transformation

• Innovation

• Home	Care

• Community Care

What this seminar will not 
cover
While this seminar will help you to develop new consumer 
models and services, it will not explore financial 
modelling or analytics. Anna will provide practical ideas 
and inspiration drawing from her extensive experience 
working in the aged care industry.



Pricing & Registration

Redesigning Services for Sustainability in Home Care

Tuesday 7th December 2021 | 10:00am - 1:00pm AEDT 

Calculate your ticket price                                                                                                            $________________

How To Pay

Payment can be made by credit card or bank transfer

Credit card: Call us on 1300 918 334 or return the form below: 
Card No.: _______________________________  Expiry:  _____________ CVV Code: __________________

Cardholder’s name:  ________________________________________________________________________

Signature:  _________________________________________________________________________________

  Bank transfer: Please invoice me. 
Ref: 7986 Purchase Order No: ______________________________________________________________________

Tick relevant box
Book & pay

 by  
12	Nov	2021*

Book & pay
 by  

26	Nov	2021*

Standard price 
AFTER  

26	Nov	2021*

Standard Digital Rates

  Half Day 
      Seminar 

$399	+	GST  
= $438.90

$599	+	GST  
= $658.90 $699	+	GST  

= $768.90
SAVE $300 SAVE $200

The Hatchery    ABN: 15 641 236 722

Terms & Conditions
Full payment must be received prior to the conference 
to ensure attendance. Delegates may not “share” a pass 
between multiple attendees. 

*Early bird prices subject to availability.

Cancellations:
No cancellations will be refunded, however a substitute 
delegate is welcome at no extra charge. A credit voucher will 
be issued for cancellations received in writing more than two 
weeks before the event date. For an event cancelled by The 
Hatchery registration fees are fully refundable.

Privacy Policy:
Information collected on this registration will be added to 
our secure database. This information may be used for the 
purpose of contacting you regarding ongoing research, 
product development and services offered. If you do not wish 
to be contacted for these purposes, please tick here   .

We may also share this information with other professional 
organisations (including our event sponsors) to promote 
relevant services.  Please tick here  if you do not want your 
details to be passed on.

For our full privacy policy please visit  
www.the-hatchery.co/privacy-policy 

Changes to Seminar and Agenda:
The Hatchery reserves the right to alter the programme 
without notice and is not responsible for any loss or damage 
or costs incurred as a result of substitution, alteration, 
postponement or cancellation of any event.  

*Team Discounts
Groups of 3 save 10%
Groups of 6 save 15%
Groups of 8+ save 20%
Please note group bookings must be made for the 
same package at the same time and discounts are 
valid off the current price.

Event Prices

Email 
Register with us at  
customercare@the-hatchery.co 

Phone 
Call a member of our customer service 
dept at 1300 918 334 

Photo. Scan & Send 
Scan	or	fill	out	our	form	and	send	a	photo	to 
customercare@the-hatchery.co.  

Online 
Book online at our website 
www.the-hatchery.co/event/
sustainability-in-home-care

How To Register

@


