






CMAG Network for Quality 
MINUTES – 5th October 2009

Present: Kerri Deague (DASSI), Rebecca Cattermole (Able Aust),  Pina Telgenkamp (St John of God Accord), Kalie Littlewood (MCM), Jacqueline Gravatt & Megan Davis (MacKillop Family Services), Kim Barker (MCM) Julia Dean (Care Connect), Nicole Cavalieros (Baptcare)
Apologies:, Heleni Bagiartakis (Care Connect), Maria Drakopoulos (Merri Community Health Centre), Lisa Dugdale (Villa Maria),


1. Welcome and introductions

2. Memorandum of Understanding
Finalised
Action: To be emailed by Kalie to all members

3. Network Survey
Surveys are required by members by Friday 9th October with results discussed at next meeting. Results required for midterm report middle of this month.
Action: to be returned to Kalie by 9th October please

4. Network membership
· Rebecca will be leaving us after this meeting to have her baby. Good Luck Rebecca and enjoy your time with your new born. Rebecca’s replacement will be Tasmin Jones.
· Louise Slater needs to be added to the members list
Action: Kalie to update list and email members

5. Informal Complaints
What organisations are currently doing well
· Good formal complaints system
· Sound policy and procedure, some checked by DSC
· Feedback capture spreadsheets then discussed at team meetings
· Removal of formal and informal complaints – Everything is a complaint
· Feedback boards
· Feedback used at planning days, both positive and negative
· Optional informal complaints forms
· Continuous Improvement forms that capture positive or negative feedback

Issues:
· Some of us don’t capture informal complaints at all
· Culture of getting staff to record these (perceived as paper work overload)
· People we support not having a history of raising issues
· Fear of retribution amongst service users
· Fear of retribution amongst staff

Important to also capture positive feedback received and pass these on to staff

Action: Kalie to post all network organisation’s policy, procedure, forms on the CMAG website. Links to the DHS, DSC and HACC policy and procedure will be included.

General Discussion:

a. IT and what organisation’s capabilities are. Louise shared her experiences with EPICOR software and its capabilities & connectivity
b. Information in accessible formats. It was agreed that these documents are expensive to translate and easily become outdated. Julia pointed us to the DHS website that has most documents we may require translated

Other:
Care connect logo to be updated
Action: Kalie

Next meeting:
Monday 9th November 2009, 2.30 to 4.30pm Normanby Ave Thornbury
Action Item: Staff engagement
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