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OUR PALM LAKE CARE Toowoomba residents are quite 
the social bunch. They enjoy getting together at any time 
(whether that’s for our Lifestyle Team’s organised activities or 
just out of the blue) to share warm conversation and laughs. 
Lifestyle Team Leader Leanne O’Rourke captured these 
beautiful smiles during a few of our most recent social events, 
including ‘Happy Hour’ on a Friday. 

As you’ll know, one of our most talented residents is Lydia 
(pictured right). Lydia loves nothing more than to entertain us 
all with her musical ability on the piano every afternoon. As a 
treat, she reaches for her guitar on Fridays during our ‘Happy 
Hour’ get-togethers. What an amazing talent she is, and such 
a valued member of our aged caring community! 
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KEY LOCAL PERSONNEL Service Manager: Tony McKenzie 
toowoombacaresm@palmlake.com.au 
Service Manager Support: Edward Townsend 
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SERVICE MANAGER Tony McKenzie is known for his 
big personality – and he ain’t afraid to use it! With a 
full year of operation behind us, Team Toowoomba 
was basking in the glory of multiple key award wins 
at the most recent Palm Lake Care awards night.

Among our community’s gongs were the ‘People and 
Values Award’ and the ‘Leadership in Action’ Award 
for Service Manager of the Year. Palm Lake Care’s 
Chief Operating Officer Trish Heke explains that the 
‘People and Values Award’ could also be known as 
the ‘Culture of the Year’ Award.

“When we collectively put our heads together to 
discuss the culture in our communities, it was clear 
that the only way to understand what the people 
thought, was to ask them,” Trish explains. “Our HR 
team sent a survey to every caregiver - from the 
Clinical Nurse’s role down.”

Trish says there were nine questions in total that 
spoke to employees’ enjoyment felt in their role, 
teamwork, communication and feedback, support 
mechanisms and feelings of value.

“From the results we received, one team spoke about 
their culture in an incredibly positive way. They felt 
truly supported in their role by their teammates, 
team leaders and management,” Trish says. “And that 
was Toowoomba.”

But the awards did not stop there for our Toowoomba 
team. Tony McKenzie was also over the moon to 
receive the ‘Leadership in Action’ Award for Service 
Manager of the Year.

“What is leader in simple words?” Trish asks. “A 
leader is the one in the charge, the person who 
convinces other people to follow. A great leader 
inspires confidence in other people and moves 
them to action. A leader is the one running the 
show. A leader’s most important role is to provide 
clear and compelling direction. Leaders ensure 
that all followers understand, embrace, and work 

toward achieving those objectives. And they provide 
momentum, sharing and celebrating progress toward 
achieving company goals, setting new targets, and 
providing needed resources. Tony McKenzie is a true 
leader.”

While Tony has a big personality, he’s modest when it 
comes to talking about the success he’s injected into this 
community and the resulting engagement he’s received 
from his caregiver cohort.

“I think there are a number of reasons why we’ve 
attracted such a quality group of employees – initially, a 
large part of it would simply be our beautiful building and 
the Palm Lake Care brand. What has been a real positive 
is that our retention has been so high. Since opening in 
November 2020, we have only seen a handful of staff out 
of approximately 170 new recruits that have decided to 
move on and try something else. Richard Branson would 
be proud of those numbers!” Tony laughs.

Tony becomes coy when we put it to him that maybe, just 
maybe, employee retention and his caregivers’ feelings of 
satisfaction and engagement could be put down to their 
boss? We wonder, what are the secrets to his success?

“Good managers can’t be manufactured and depending 
on the industry and the people you manage, the skill set 
needs to be different for every management scenario.

“Ultimately, residents choose our service to enjoy this 
chapter of their extraordinary lives. My job is simply to 
ensure that happens. No pressure!” Tony smiles.

Winners! Pictured: Jodi, Tony and all 
our awards!


