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help translate the data, despite the position
being outside of the project’s $100,000
budget. After the challenges of the
previous system, Stuart says his
commitment to ensuring the project’s
success had to be unwavering.

“We could not afford this project to do
anything but succeed. Initially the project was
to replace the existing finance and resident
management information systems with an
integrated database to manage finance,
accounting functions and resident data.

“However, we knew that this first stage
was always going to be the first phase
of an ongoing implementation. I had
some experience in capital works, which
provided me with an insight into the
emerging state’s plans for eHealth
initiatives and industry compliance.

“It was clear that we would be introducing
new information systems in the future so the
backbone system, the Epicor system, had to
have a great deal of scalability to integrate
with future applications, growth and
computing requirements,” he says.

“In 2007 we adopted iCare, a clinical
and care management solution. It provides
care staff with the means to facilitate better
care management practices through the
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“Introducing highly flexible and easily configurable,
best of breed resident and care management
solutions ensured the ability to deliver value to all

parts of the business.”

creation of key administrative and care
focussed tools.

“Its integrated medication management
system lowers the risk of medication errors
and completes a comprehensive view of an
aged care resident’s health and well-being.
The system is used by all of the registered
nurses, all personal care assistants, nursing
assistants, as well as the facility
management team.

“iCare and Epicor are interfaced and share
information. For example, admitting a
resident in Epicor/SLS automatically triggers
a care record in iCare. Complete a resident
Aged Care Funding Instrument (ACFI)
assessment and it’s sent to Epicor, and now
directly to Medicare Australia through
Epicor/SLS Online claiming,” Stuart says.

Introducing highly flexible and easily
configurable, best-of-breed resident and care
management solutions, Stuart says, ensured
the, “ability to deliver value to all parts of the
business mission including corporate

governance and, more importantly, quality
improvements for our residents”.

In 2008, Twilight added an e-Business
feature for sending documents to Medicare
Australia, which allowed electronic
transmission of all resident-related events
generated by trigger within the
information systems.

“TAC was the first aged care provider
in Australia to submit an ACFI claim
electronically on 20 March 2008. We also
added a facility for timely approval and payment
of invoices. It allows all our paper invoices to be
captured electronically and forwarded to the
appropriate manager for approval. It provides
historical invoices to be available online for
referencing payment records and eliminates our
reliance on paper documents,” he says.

Signifying his vision of providing the
business with a modern and capable
integrated technology platform to leverage
every possible advantage, Stuart says the
expansion is a dynamic process.
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Integrating ICT to the business has been a six-=year\
journey.at Twilight Aged Care. \

Enhancing Twilight’s system for real-time
financial reporting occurred in 2009, so
managers can access information on
occupancy, operating costs per bed day
and other information about income and
expenditure, whenever required. Stuart
added a human resources system to
improve personnel management, time
and attendance to save 38 hours off
repetitive and redundant processes.

“Our HR system provides us with
accurate time and attendance data through
biometric scans for ‘on and off facility’
status, accurate costing information on
rostering, staff deployments and compliance
with Fair Work Authority data management
requirements, as well as reduced errors and
staff complaints,” he says.

Stuart says that in 2010, while there were
no major enhancements to Twilight's
technology, purchasing a new residence and
integrating the existing information and
operations of the site was a significant task.

In 2011, Stuart says he is further refining
his information management to enable the
business to run efficiently in an increasingly
complex environment.

“Information management requirements
are getting more complex all the time and
we want our systems to allow us to put our
energy into value-add business processes,
not just crunching numbers. We are
looking to connect up our GPs and link
them to our system.

“We are also just about to implement
a maintenance software system that will
allow our maintenance team to use iPads
to receive work orders, report on actions
taken, order supplies and review scheduled
maintenance,” he says.

Twilight is also implementing e-Req,

a system that interfaces with its Epicor
purchasing module. Stuart says its the,
“single area that remains outside our
computerised information systems” and
it will reduce manual processes.

“At the moment, it is a labour-intensive
process and does not provide us with strong
controls on purchasing activity.

Implementing e-Req will give us complete
control over the purchasing process, reduce
the data entry requirements when processing
invoices and track purchases from order to
completion in one integrated system,” he says.

A picture of Twilight’s information
management could not be complete without
considering Stuart’s answer to the perennial
challenges of security and privacy. He says
this is achieved with limited access with
relatively sophisticated security.

“Access to information is restricted and
linked to authorised staff access to our
network. Users are allocated to workgroups

and each has ‘graded’ permissions
appropriate to the work.

“Access to the network and its various
systems is controlled. Users requesting
access must complete a detailed application,
nominating the required systems, and must
agree to comply with our Information
Management Policy, which includes
policies on password protection, privacy
and confidentiality,” he says.

“Our disaster recovery process has also
grown and changed as our systems became
more sophisticated, integrated and critical to
our business processes, As our information
repositories have grown and become critical,
we have implemented hard drive systems,
which back-up every 15 minutes. We also
have secondary tape back-ups and fire proof
storage areas,” he says, with the final stage
being a move to offsite data recovery through
its virtual private network.

Stuart says Twilight also uses biometric
scanners for staff to sign off and on, which
gives a 0.1 per cent error rate in employee
transactions and reduces fraud.

With his robust and flexible technology
well established, Stuart can, with some
pride, nominate the benefits of his
integration journey.

“Being able to retrieve information from
anywhere in our world, at any time, is an
enormous benefit and knowing that the
information is updated in real-time is a great
asset. We now get real value from our data,
whereas before we were slaves to it.”

'The system allows for consolidated
information across the group via a single
point of reference and has exorcised the
demons of double entering data, giving the
business a much greater confidence in the
integrity of information.

“We have also enjoyed significant success
in the improvement of our financial
processes, in terms of resident records and
payments, but also in terms of compliance
and reporting.

“We have also garnered significant
benefits in the area of documentation
management. The technology has created
a series of administrative tools to better
manage and control resident care and
delivered efficiencies through the business,
freeing up additional resource to better
serve residents.

“Essentially, we have improved the quality
of documentation required for accreditation.
This is highly important in our industry.”

Stuart says Twilight is committed to
providing the highest quality holistic care
and services for residents to allow them to
maintain independence, individuality,
dignity and quality of life in a safe and
supportive home-like environment. HA
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IT journey: Twilight Aged Care
2004-2011

Business

Twilight Aged Care is a not-for-profit
company that was established in 1915. The
company offers low care and moderate
high care accommodation for 140 seniors
at four hostels in northern Sydney.

Employees
155, four sites in the North Shore region.

Logistics
Cares for seniors at four hostels in the
northern Sydney region.

Business challenge

Twilight Aged Care had a financial solution
and a separate Access database for
resident information as its principle IT
platform. The systems could not be
integrated, required time-consuming
manual interventions, and was unable to
support efficient reconciling of fees and
government subsidies.

Solution

Epicor Software’s Senior Living
Solutions (Epicor SLS) — A highly
flexible IT solution, designed specifically
for the aged care industry that manages
core financial and resident information.
iCare’s Clinical, Care and Medication
Management Solution - an easily
configurable best-of-breed care
management solution with the common
goal of delivering business value, quality
improvement and corporate governance.

Technical Resources

Systems Manager

External maintenance company
30 PCs plus laptops

Business benefits of building better ICT

e Central repository for resident,
finance and clinical information.

s Greater accuracy in capturing and
managing resident data.

¢ Better documentation led to improved
funding—information electronically
linked to ACFI forms via iCare and
processed through SLS.

= Greater efficiencies through the
integration of major key systems
across all four facilities.

¢ Increased staff productivity and
improved revenue stream.

* Improved quality of care and
allocation of resources.
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