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NOTE FROM HEADQUARTERS

NOTE FROM HEADQUARTERS

Check In With Matt Williams
I’m excited to report at the time of writing
this that over 96% of our patients have
received their first shot, with more than
95% of our frontline teammates also being
vaccinated. We cannot rest until ALL of our
patients and teammates have had access to
both doses, so please be persistent. This is
by far our #1 priority for 2021.

Dear team,
I wanted to take a moment
to share a few key things
on my mind as we cross the
midpoint of the year.
First, I want to once again
thank all of our heroic nurses,
who continue to handle the
challenges of COVID-19
with incredible grace and
professionalism. On behalf of
the ~2,000 patients that rely
on us three times per week
for life sustaining treatment,
thank you.
As part of this, I wanted to
give a special “shout out” to
our Facility Administrator
Ain and the entire team at
our Wangsa Maju clinic. As
you may know, Hospital
Kuala Lumpur (HKL) has
been overwhelmed with
COVID-19 and took the
unprecedented step of
looking to private dialysis
providers to help provide
care for confirmed and
suspected Covid patients.
They chose our team at
Wangsa Maju given the
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excellent quality care and
industry leading P&Ps. To
date, our Wangsa Maju
clinic has delivered over
500 treatments to Covid
patients. Incredible work by
the local team to step up
and support the Ministry of
Health!
To get past this pandemic
and ensure the safety of
our staff and patients,
vaccination remains our
best (and really only) option.
I’m excited to report at the
time of writing this that
over 96% of our patients
have received their first
shot, with more than 95%
of our frontline teammates
also being vaccinated.
We cannot rest until

ALL of our patients and
teammates have had access
to both doses, so please be
persistent. This is by far our
#1 priority for 2021.
More broadly, the business
continues to perform well
thanks to all of your great
work. As you know, we
recently celebrated the
opening of our 40th clinic
(Papar), with more new
clinics on the way. Our core
clinical outcomes continue
to steadily improve,
with our Q2 results on
“InterStellar” – DaVita’s new
proprietary reporting system
– significantly better than
our Q1 performance. This
is a wonderful gift we give
to our patients, as all of the

metrics ultimately translate
into improved outcomes and
quality of life.
Finally, in Q3 we’re excited
to be moving into a new
office for our headquarters
team. It’s a larger space to
accommodate our growth
and will have a uniquely
DaVita look-and-feel.
Stay safe and take care of
yourself. Once travel allows,
I look forward to spending
more time with all of you. I
remain extremely inspired
and thankful for all of your
great work!
One for All,
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CSR Project For
Underprivileged Children
When we say that we are a Community First and a Company Second
- we truly mean it by heart and we stand strong to shed some
light for the betterment of our communities and that includes our
patients, teammates and the world. What makes us different from
others – our beliefs and the effort to creating a ripple of inspiration
and meaning in people’s lives.
We had the opportunity
to help by providing backto-school goodies for 250
children in our Corporate
Service Responsibility
project undertaken under
the Village project flagship.
It is a unique yet humble
partnership between DaVita
Malaysia and Village Hope
an NGO that houses more
than 1000 children who
are underprivileged due
to differing unfortunate
events experienced by each
child that belongs to Village
Hope. Most of the children
are striving to catch up
on their day-to-day lives
because they are surviving
the trauma of being abused,
abandoned and some were
also trafficked.

all SOPs during the time
Recovery Movement
Control Order (RMCO). The
event was held in DaVita
Malaysia’s HQ in Kuala
Lumpur. The event also had
a surprise-twist when two
of our clinical teammates
stepped in as volunteers!
Thank you Norlida Omar
and Siti Zamidah, Facilities
Administrators of Bangsar
and Kajang for making it
all the way as powerful
volunteers!
Our proud volunteers
embarked on a creative
activity to pack 250
stationery goodies and
backpack with personalised
handmade cards that are
written and coloured with
motivational quotes and
words of wisdom.
It is amazing and truly
intriguing to witness our
teammates in the village
living up to the Village’s
core values while being
enthusiastic about creating
a special place for our
patients, each other, and
the broader community.
With this, we would like to
extend our special thanks
to our volunteer teammates
who have provided their
effortless contribution
towards this noble cause!

DaVita Malaysia held its
first largest Village project
in April with 20 teammate
volunteers abiding by
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WHAT’S HAPPENING

WHAT’S HAPPENING

Delivering Eid-Al- Fitr Cheer
To More Than 2000 Patients &
350 Teammates
DaVita Malaysia went extra mile to
cheering teammates and its patients with
an exclusive twin-packed festive cookies.
Teammates who were on duty at the centre
treating the patients were so excited and
some even were puzzled when a postmen
arrived to delivering the boxes of delights!
We believe this is a novel
gesture by the Village to
celebrate Eid festival and
it’s great that the company
celebrates together with
both the teammates and
patients with a pleasant
goodie that brings about
all-smiles.

value for it is distributed
to our patients, teammates
and nephrologists.
Check out some cool
and fun pictures of our
teammates and patients
with their Eid goodie!

The festive token is
perceived to be more
meaningful because
Malaysia is a melting pot
of races and religions
living in harmony and it
is importantly loved by
our fellow teammates
and patients. The cookies
are carefully prepared
prioritising its nutritional
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Ramadan Eid Activity:
Celebrating Our Diversity!
The Village appreciates the effortless
contribution by teammates while they
go above and beyond to care for each
other and the patients at the center. Each
teammate gets to claim RM50 to host for
a get-together celebration among their
clinical teammates to savor the luxury of
each other’s company given this auspicious
fasting month of Eid Ramadan.

to step into the shoes of
impoverished people –
the whole purpose of the
fasting month aims to
educate people to remain

humble at all times in all walks of life.
We believe our teammates had so much fun exploring and
getting to know more about the celebration. Here are some
happy pictures shared by our teammates with us!

This effort also opens up
as one of our approach
towards Diversity and
Belonging as teammates
of different races are
privileged to experience the
Muslim culture and beliefs
behind the holy festival of
Eid Ramadan.

Why do our Muslim
friends fast during Eid
Ramadan?
The fasting month of
Ramadan teaches them
to practice self-discipline,
self-control, sacrifice, and
empathy for those who
are less fortunate, thus
encouraging actions of
generosity and compulsory
charity (zakat). The fasting
month in a way connects
us as humans and also

10
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DaVita Malaysia Donated
5000 N-95 Masks To Ampang
Hospital
ThisFollowing
effort also opens
upin
asthe number of cases in Malaysia, more
a spike
one of our approach towards
hospitals are now required to expand wards rapidly in terms of
Diversity and Belonging as
equipment,
supplies,
teammates
of different
racesand proper isolation spaces for COVID-19
are patients.
privileged to
experience
The
Ampang Hospital is one of the country’s next main
the Muslim culture and
facility for treating COVID-19 patients and operating at near
beliefs behind the holy
capacity
help cope with this surge.
festival
of Eid to
Ramadan.
Why do our Muslim friends
fast during Eid Ramadan?
The fasting month of
Ramadan teaches them
to practice self-discipline,
self-control, sacrifice, and
empathy for those who
are less fortunate, thus
encouraging actions of
generosity and compulsory
charity (zakat). The fasting
month in a way connects
us as humans and also
to step into the shoes of
impoverished people – the
whole purpose of the fasting
After learning
of the
Ampang Hospital Head of
month
aims to educate
hospital’s
urgenthumble
needs, at Hospital Ethics Support
people
to remain
DaVita
Malaysia
has
all times in all walks of life. Service, Dr. Tan Hui Sui
stepped
upour
to tackle
We
believe
teammates said the immediate support
the
predicament
and
rendered by DaVita
had so much fun exploring
donated
5000
pieces
of
Malaysia means a lot to
and
getting
to know
more
N-95the
masks
to address
about
celebration.
Here the team as they were
urgent
shortages
and
expanding their isolation
are some happy pictures
help front-liners
to
wards and ICU beds that
shared
by our teammates
mitigate
the
spread
of
currently occupy close
with us!
the COVID-19 pandemic
to 130-150 COVID-19
in Malaysia.
patients. The contributions
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would help us to continue
providing good care to
our patients.
She expressed thanks
to DaVita Malaysia for
their rapid response in
delivering the supplies
on their own to the
hospital within a week of
discourse.

This endemic has to be curtailed through support and
cooperation from all members of society, particularly,
that of the healthcare fraternity. DaVita Malaysia is
steadfast in rendering whatever support possible to
manage this volatile situation.

DaVita Malaysia is
pleased to provide its
support at a time when
the community needs
it most. The effort
also reflects DaVita’s
commitment to improving
people’s lives and creating
positive ripples of change
in our communities.
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Restoring The Earth – Making
The World A Better Place For
Everyone!
Earth Day is primarily serving as a milestone
that we can use to both help drive the pace
and raise internal and external visibility of
sustainability efforts between each other,
our patients, and the community.
We have lined up several
activities in conjunction
of earth day and have
received huge support
and engagement from our
teammates in HQ and the
centers. They were excited
as soon as they got the list
of activities prepared for
them and the earth week
was overwhelmed with fun,
teamwork and efforts were
undertaken to continuously
improve to reflect an
example of stewardship in
the act of making wise use
of the natural resources
provided by the earth for
the betterment of our
upcoming generation and
the world.
The village was bustling
through the earth week with
activities such as recycle
programs introduction
to teammates, spring
cleaning or cleaning of
our surroundings (gotong-

14
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WHAT’S HAPPENING
royong), earth day chat
time with an external earth
enthusiast on how to further
better our day to day efforts
and contribute to the nature
in the safest way and lastly,
the fun educational poster
competition. There were
also prizes given away to
our teammates who won the
poster competition.
We are in awe of your
creativity and we look
forward to have more fun
time with colors and arts
soon.
We cannot thank our
teammates enough for going
above and beyond in taking
care of the earth to preserve
our environment and making
it a better place for the
community and upcoming
generations.
Thank you for going extra
miles to making this world a
better place for everyone!

Congratulations to our winners of the poster competition!
First Prize

Nurul Asyikin Ahmad Bakry
Microwavable Tupperware
(Tupperware brand) worth RM50 +
Metal utensils + Tote bag

Second Prize

Nur Halimatul Saeidah
Hasan

Microwavable Tupperware
(Tupperware brand) worth RM 40 +
Metal utensils + Tote bag

Third Prize

Zamidah Muhammad

Microwavable Tupperware
(Tupperware brand) worth RM 30 +
Tote bag
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The Village Honours Its Biomed
& Facility Professionals

WHAT’S HAPPENING
Matt Williams, CEO, GM of Malaysia made the following shout out in conjunction of
Biomeds Appreciation Week:

As a leading provider of dialysis services our patients’ safety is
paramount and therefore it is crucial for the team in the Village
to ensure they come together as a team to keep up to the safety
standards.
This is where our
biomedical and facilities
team plays a pivotal
role in stepping up as
a support system for
that promises part
of excellence service
delivery to our patients
and enabling them to
dialyse safely with us.
Our biomedical and
facilities technicians
oversee the maintenance
and help repairs
of medical devices
that are not limited
to hemodialysis
machines, water
treatment systems, and
concentrate systems.
With more than 450
devices to oversee
nationwide, DaVita
biomedical technicians
pride themselves on
excellence in customer
service and care of
dialysis patients.

Join me in honoring and thanking our biomedical technicians (Shanmugavel
Veeramuthu, Vivek Naidu Vengatasamy, and Hafizuddin Mansor) for all the work
they do year-round including repairing and maintaining our medical devices in the
centers. Thank you to this trio for going above and beyond for our teammates and
patients. We appreciate your hard work!
It’s amazing how we come together as a team to deliver service excellence to our
patients. Teamwork is everything that makes us stand out and we cannot get any
proud for embracing the team culture in the village.
Thank you for coming together as a team to delivering high-quality care!
One for All!
We are also pleased to introduce Meor Azhar Senior Manager, Facility, Special Projects & Biomed.
He brings us 16 years of expertise in Biomed
Engineering and Facility Management in Healthcare
sector and has extensive knowledge in Dialysis related
equipment such as RO Water system, HD machine
and Dialyzer reprocessing machine, just to name a
few. He will be reporting to Nor Majidah, Director of
Operations. He will lead the Biomed and Facility team
which is one of the crucial functions in supporting
daily clinic operation and in maintaining high standard
of patient care and safety.
We are happy to have you on board with us, Meor!
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Compliance Team Launches
Survey To Perform Ethical
Studies Across DaVita
International
Compliance is a fundamental part of who we are at DaVita. This survey
will help us to know how teammates feel and perceive our strength or
weaknesses are and where we can improve.
The survey was open to
all DaVita teammates
and what’s outstanding is
that the responses of the
teammates are completely
anonymous. This new
initiative was done in the
aim to encourage the culture
of transparency.

The survey is undertaken
in the spirit of continuous
improvement to understand
the compliance culture
in DaVita because we
believe our success is only
sustainable if achieved in an
ethical and compliant way.

Malaysia topped the
international list by
completing the survey
amongst other countries
with 100% participation
rate!

Patient Satisfaction Survey
This year, DaVita Malaysia’s Patient Satisfaction Survey hits the 100%
participation rate! Kudos to all FA’s and ROMs for encouraging all our
patients to complete the survey.
This survey acts as a
very important tool to
understand patient’s
expectation from DaVita
and also to measure our
services quality. The
feedbacks will surely result
to improvements for our
patients experience at
DaVita.
This survey was conducted
from 9th June 2021 –
9th July 2021 via online
platform – Survey Monkey

Well done and congratulations, Team Cahaya!

18

Service Excellence | Integrity | Team | Continuous Improvement | Accountability | Fulfillment | Fun

Service Excellence | Integrity | Team | Continuous Improvement | Accountability | Fulfillment | Fun

19

FEATURE

FEATURE
form of emotional support.
Their acts of humanity are
prevalent through their
empathic offerings to
patient’s which is a vital part
of the patient’s experience.
The Village admires its
aspiration especially during
the pandemic period as
many among of the common
people have questions
and fear about COVID-19.
Despite all the chaos and
confusion, our nurses have
been nimble and flexible
adapting to all the latest
stipulated clinical guidelines
and safety measures to
ensure treatments are
delivered to the patients.

Memorable Nurses
Day With Our Heroes!
It was a wonderful feeling to celebrate all our wonderful nurses, the
frontline warriors who have put patients above their loved ones today.
The Village applauds all our nurses’ commitments in taking good care
of our patients during this trying time of the COVID-19 pandemic.
We are incredibly inspired and blessed to be surrounded
by more than 240 DaVita nurses in Malaysia and more than
21,500 DaVita nurses globally. Our nurses are our pride as
they are part of a wonderful community of extremely hardworking and dedicated teammates who truly “give life” each
and every day.
Our nurses are our pride as they strive to deliver quality
care to our patients who are medically complex and atrisk on a day-to-day basis. Their role is critical and highly
commendable because they play a lead role in restoring
patient’s health not only on physical grounds but also in the
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their commitments and dedication towards patient care.
Here are some real all-smile pictures of our happy nurses
after receiving their customised gift items that is created
specially for each one of our clinical teammates!

To honor their effortless
contribution towards
quality care and service
excellence, we held some
fun and “surprise” activities
in parallel to International
Nurses Day. We had social
media campaigns and
surprise give away to all
our nurses that includes
the drivers. We believe the
drivers deserve to be part of
this recognition as they play
an important role in safely
transporting our patients in
and out of the centers. We
were happy and excited with
the overwhelming responses
that we had received from
our selected teammates
given during the interview
session held with our
selected teammates for the
social media campaign and
we were truly inspired by

Service Excellence | Integrity | Team | Continuous Improvement | Accountability | Fulfillment | Fun

21

WE CARE

WE CARE

Why Village Records?
Village Records is the global corporate governance program over
the management of data. This program overseas data created in the
Village from creation, storage, legal request/litigation and deletion.
Village Records helps the leadership and teammates adhere to legal,
regulatory, contractual requirements while meeting the business
needs to that data. Village Records is a legal department team that
works with IT, Privacy, Security, and Compliance.

What do you need to know?

Benefits to Village:

• Teammate individual mailboxes will be
increased to 6 GB

• Effective in
responding to
legal/regulatory
matters (Better
searching for
records)

• Teammates will need to maintain their records
according to the Village Records Policy
• Records should only be kept in DaVita Managed
Systems like Microsoft Outlook
• After 6 months from the date Record Category
Folders are turned on – any emails not in a
record category folder will be automatically
deleted going forward.

• Reduction of risk
• Savings in not
keeping redundant,
outdated and trivial
data

How will this benefit you?
• Better organization of data with personal and
team data
• Meeting country specific laws and regulations
• Important email may be deleted if not managed
• It is easier to find data if your email is organized
and there is less clutter in your inbox
• It is a best business practice for top tier multinational organizations
• It reduces the amount of unnecessary data
taking up limited storage space

Action Alert!
• In 6 months from the date Record Category Folders (RCF) are turned on – any
emails that are not in a category folder will be automatically deleted.
• Any files saved from Outlook on a computer or other storage (called PST) will be
made read only during this time. After 6 months if they are not moved to record
category folder, they will be deleted.
• Teammates should only move PSTs (Outlook files saved on their computer/other
source) to their Record Category Folders only after they have received the training
from Village Records or a Country Trainer

Have you saved your important emails in your RCF Folders?
Time is ticking! Get it done soon before your emails get deleted!
22
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How Team Cahaya
Heroes Overcome
The Trying Period
Of Covid-19

Defining Accountability & Service Excellence
As DaVita Malaysia falls under the category of
essential service providers, our clinical teammates
stood as frontlines to battling with the deadly
pandemic while assuring the safety of our patients
and the community. We look up to them and we
are lost in words to convey our gratefulness and
appreciation.
With the persisting and rapidly changing SOPs
following from the rise in COVID-19 cases in the
country, our amazing nurses remains calm and strong
throughout the period and are serving all our patients
unconditionally with extra clinical precautionary steps
from time to time.

24

It is amazing how
our teammates
have got together
to support each
other especially
during this
trying time for
committedly
dialysing COVID-19
patients on a day
to day basis. We
are truly amazed
by their spirit
for being able to
undertake and fit in
the precautionary
measures to
dialyse COVID-19
patients within a
short span of time
upon decision
making. This action
of our precious
teammates reflects
their dedication
to serve with
excellence and
the importance
to provide quality
care and services as
patient’s safety is
our top priority.
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From the moment we
came to know about
the sprawling cases of
COVD-19 and with our
Malaysia’s healthcare is
on the brink of collapse
– we are accountable
to taking a step forward
to shedding some light
to our community while
extending a hand to our
country frontlines. The
DaVita Way and our Core
Values have been at full
capacity and are being
lived with more intensity
than before when we our
teammates has worked
together to dialysing
COVID-19 patients.
It is amazing how our
teammates have got
together to support
each other especially
during this trying time
for committedly dialysing
COVID-19 patients on
a day to day basis. We
are truly amazed by their
spirit for being able to
undertake and fit in the
precautionary measures to
dialyse COVID-19 patients
within a short span of time
upon decision making.
This action of our precious
teammates reflects their
dedication to serve
with excellence and the
importance to provide
quality care and services
as patient’s safety is our
top priority.

This act of our 999-rescue teammates reflects our core
value of Accountability and Service Excellence. We would
like to thank you very much for leading by example and
proving the world what all an awesome team can do!
Kudos to the following team members! You deserve to
be featured here for your heroic acts and that DaVita
Malaysia is proud of.
Nurul Aini Binti Burhannuddin
Salbeha Binti Yusof
G Lavaniya Guna Raja
Mohd Zul Effandi Bin Mahamad Ghazi
Sathiya Munivaloo
Mohammad Taufik Bin Sham
Norhanisah Binti Muklas
Nur Syafiqah Binti Mohd Abu
Mohana Regunathan
Syazwana Binti Kamarudin
Nur Hasima Binti Jamaludin
Rosnita Binti Yahaya
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Wangsa Maju
Wangsa Maju
Wangsa Maju
Wangsa Maju
Wangsa Maju
Cheras
Meru
Bangsar
Klang
Meru
Meru
Tulips
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Please see some inspiring insights shared by our rescue teammates as they share
their experience treating COVID-19 patients:
“Initially I was sceptical about the fact that I will be dialysing
COVID-19 patients. My concern shifted to my loved ones who
is living closest to me and the risk of getting them exposed to
the deadly virus. I lifted my inner spirit and strength through
prayers and surrendered to the almighty for protection. I also
prayed for other teammate’s safety who is in this journey with
me. This is an experience between life and death, thus, I am
committed to providing my best because I believe we save
lives and that is the whole definition of my role as a nurse. I
also feel this appear as a blessing in disguise as I am blessed to
giving my best all my heart to the community who is in need of
care during this pandemic”.

Mohammad Taufik
Bin Sham
Pusat Dialisis DaVita
Cheras

SERVICE EXCELLENCE
• Our teammates has been sustainably keeping
up to serving with excellence through stringent
compliance over all clinical listed precautionary
measures and SOPs.
• The Village has taken a couple of steps to
introducing clinical teammates to separate
additional emergency allowance as they
continue to serve and care for our patients.

“Everyone is afraid of the virus. Who isn’t? There is a saying
that goes like this “Precaution is better than cure”. This
saying that is predominantly making justice given this
trying time. Firstly, we should be accountable towards our
own actions. It is important to stay in-line with the latest
clinical precautionary measures and SOPs. With this in
mind, we can definitely overcome fear and treat COVID-19
patients with some degree of confidence. I am grateful in
a way because we are given moral support clinically by our
support team, Pn. Rusminah, Country Nursing Lead, CSS,
Matt Williams, CEO, Pn. Majidah, Operations Director and
Dayana, Regional Operations Manager. They have been
persistent in their check-ins about all of us and this means
so much to us”.

“The preparation is as significant as to preparing battalions
before they go down to the battle ground. We are given
ample of trainings and guidance before we actually provide
dialysis treatment to the COVID-19 patients. Our team is
now called the military force that is battling with the virus to
save lives of our patients. As much as it sounds heroic – as
much as I feel that way and words alone won’t be able how
much pride it takes to be there witnessing patients returning
to their homes with HOPE and SMILE on their face.”
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Nurul Aini Binti
Burhannuddin
Pusat Dialisis DaVita
Wangsa Maju

to go above and beyond to saving lives:
Check out some other core values that best reflects our teammate’s efforts in striving

Mohana Regunathan
Pusat Dialisis DaVita
Klang

Service Excellence | Integrity | Team | Continuous Improvement | Accountability | Fulfillment | Fun

• Recognition and appreciation to all teammates
that is initiated early this year through
superhero kits give-away, international nurses
day celebration, festival dine out and birthday
celebrations and many more exciting stuffs
coming up.
• Clinical and Ops support around the clock to
our teammates especially operating from the
clinics. We also absorb all covid test cost in
the event when our teammates get contracted
with a positive tested patient or teammate.
• Safety and clinical oriented training provision
to all teammates to control/restrict Infection
transmission within the clinic premise amongst
patients and teammates.

INTEGRITY
Our teammates have
been working with
Integrity to ensure our
patients and teammate’s
remains safe at all
times. All policies are
being well complied
and virtual trainings is
actively on-going to
keep teammates on
track of latest policies
and guidelines be it for
clinical or operations.
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CONTINUOUS IMPROVEMENT
• In the spirit of continuous
improvement, the team has
undertaken many initiatives to
promote teammate and patient
engagement, safety, compliance in
an all-round aspects to ensure that
the Village is aligned with its vision
and core values.
• Clinical, compliance and operations
team continuously reviews all policy
and plans and adjust accordingly
to the present requirements and
needs.
• Enhanced virtual trainings
and programs e.g. clinical and
compliance trainings, on boarding
programs and many more.
• Introducing additional recognition
programs for teammates to
recognise more teammates than the
traditional recognition format e.g.

core value award, shining star,
teammate of the quarter and
core value pin winner.
• Enhanced communication
platforms – we had our first
international spotlight on
released in early June (more fun
and exciting spotlight videos
coming our way). Engaging
News & Announcements
directly from the leaders and
many more.
• WE CARE introduction to
teammates are underway in the
aim to uplift patient experience
in DaVita.
• External Training provision
to teammates for work skills
advancement with accredited
and credible training providers
certification.

Interactive Communications
On Patients Safety & Service
Excellence – Daily Huddle
Summit
We are pleased to introduce our clinical teammates to the Daily
Huddle Summit with some flash cards and huddle boards being
distributed to all centres.
This is leveraged to all
teammates because we
want them to have fun
while exchanging important
conversations between
teammates at the clinics.
Daily Huddle works in
parallel with the Summit
program to stirring patient
safety measures and quality
improvement initiatives
through teamwork. This

program enables the team
members in the clinics to
manage, review and flag
concerns where areas of
improvement is required
proactively for quality
and patient safety. The
program aids to enhancing
teammates interaction and
promote teamwork in the
clinics whereby they can
share information with each

other, deliver updates and
brainstorm over new ideas.
This initiative is important to
teammates in the clinic as it
assures service excellences
and quality care services is
rendered to our patients.
See some fun pictures of our
teammates hosting huddle
summits in their clinics!

FUN
Team Cahaya has been enthusiastic to keeping up to the fun core value even
during this trying time while adhering to the new normal practices such as
maintaining social distance, proper PPE usage and compliance over all clinical
precautionary measures and SOPs. Some fun activities to highlight are birthday
celebrations, festival celebration, earth day fun activities, international nurses
day and many more in the pipeline!
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Engagement Highlights –
2020 Results And Actions
Going Forward!
The outcome of
the engagement
survey prepares
us to make two
types of decisions:
tactical decisions
that lead to quick
wins, and strategic
decisions that
seek long-term
organizational
success. This
engagement
results that we
explore at the
end of the survey
would impact the
culture practices
and effectiveness
of activities that
has been set in
place for the year.

Get to know our engagement performance from 2018 to 2020.

The results would further imply the team to create an action
plan to harness the engagement amongst team mate. The
engagement survey is a channel for teammate’s voice to be
heard and to create a direction that allows the company to
make vital decisions on continuous improvement efforts for
an enhanced engagement plan.
Have a look at our key takeaways from the 2020
Engagement Survey Results.

99%

Over
participation
rate

8.1 overall
core values
score

7.8 overall
engagement
score

98%

teammates
believe DaVita
is committed to
ethical business
practices

90% teammates feel comfortable

reporting unethical behavior without
fear of retaliation

92% teammates have seen the EAP

and believe progress has been made

30
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Congratulations Team
Cahaya! Our engagement
milestones are significant
and is evident through our
action plans that have been
rolled out to you every year.
The key here is not just
basing our performance on
“numerical targets” but to
underscore the intensity
of care and message that
a teammate takes away
from the Village through
our engagement programs.
The above results are an
honour to our core value of
continuous improvement.
Every year, we strive to
introduce engagement
programs that will impact
our team on a personal and
professional level.

“DaVita Way” of practices. The DaVita Way is the key to our
engagement because it educates our teammates on caring
for each other with the same intensity with which we care
for our patients.
Exciting times ahead...
Explore new insights that we have in store for you!
You can’t pour from an empty cup. This saying is widely
used among our teammates in the village. That is why
DaVita provides our teammates the care they require in
terms of recognition, personal development programs,
diversity and belonging and other activities that contributes
to their overall personal growth; This in turn will aid in them
becoming a team player in the clinic.
While we celebrate high engagement rates, we also need to
acknowledge some key focus areas that we need to revisit.
We heard you! Here are some key takeaways following from
the engagement survey:

Why is teammate
engagement important
to us?
The saying “one can’t pour
from an empty cup” tells us
that it is important for our
teammates to feel motivated
and work effectively as
team players, regardless of
operating roles, be it from
our clinical or corporate
team. The intent to study
our country’s engagement
rates is to enable the People
Services and Wisdom team
to map an action plan to
instil the core values of the
Village in our teammates.
We hope to ensure that our
teammates live up to the
core values and embrace the
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• Teammates recognition
• Celebration and
appreciation initiatives
• Personal development &
trainings

and many of the initiatives that are coming your way are on
subtly progressing
Get to know where we are on our new initiative
implementation!

• Communications

Teammate’s Recognition

Your votes truly matter to
us and considering all the
feedbacks – we want you
to know and be excited that
key actions have been taken

Apart from the traditional recognition over core value pins,
teammate of the quarter, core value award and shining
star. The team has come up with a set of other recognition
programs for our valued teammates. The recognition
programs are as follows:

Type of Recognitions / Award

How it works?

Superheroes Award

Above-and-beyond recognition programs and Awards

The Dream Team

Team recognition programs and Awards

Because You Matter

Years of Service Programs and Awards

Steadfast Teammate Award

Teammate Retirement Program and Awards

Recognising WE CARE

Recognising Caring Behaviours
What does it mean? It means that more teammates will
be honoured for going above and beyond in taking care of
our patients, each other and the world. To go above and
beyond means to do more than is required; something that
is not listed in your job description or something that is not
written or indicated but it is more of a self-initiative out of
one’s own accord and will. All of the recognition listed above
comes along with a set of criteria and requirements. More
information on the criteria can be seen on the next page!

Celebration & Appreciation Initiatives
We wish to spice things up for all of our teammates through
grand celebrations like how it used to be. However, due
to the multiple changes in SOPs, lockdowns and with the
rise in the numbers of COVID-19 cases, we are further
restricted from undertaking any form of events to celebrate
you. This is an extremely painful period for us and we can’t
wait for things to get back to normal. We are unable to hold
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any events or celebrations
as we are prioritising your
safety as much as we
prioritise the safety of our
patients. Nevertheless,
we are glad with what we
have been able to do for
you through our screens
with our giveaways during
international Nurses Week,
Superheroes Kits, huddle
boards and cards, festival
celebration dine-out with
each other and many more
to come.

Personal Development

Fun that is coming your way:

Communications

• WE CARE kits
• FA Appreciation Week
giveaway
• Diversity & Belonging
activities and information
exchange
• Many more exciting
stuffs underway (Secret!)

We also improved and
enhanced the homerooms
for huddles and summits
for our clinical teammates
through the placement
of huddle boards and
cards for interactive
communication exchange
between teammates.
We acknowledge that
teammates’ lives are a lot
easier after receiving these
tools and they are motivated
to engage with each other
through huddles on a daily
basis.

Training Needs Identification (TNI) has been undertaken
by the respective ROMs and departmental leaders with
their direct reports. With their report submissions, we
had acknowledged the areas of support that is required
to be rendered towards the aim of helping our teammates
leverage on their skills and expertise in which they need
the most. The trainings will be picked carefully, with priority
given to the quality of external training providers and
their certification, standards and credibility. Stay tuned as
you will soon hear from us on the trainings that you will
be undertaking as proposed by your direct leads and are
relevant to your roles in the Village.

Village Communications are now streamlined and we bet
you are seeing a lot of cool stuff coming your way! Thanks
to all of you for making it a dream come true for us to
continuously improve in all our efforts. We now have video
communication along with news and announcements from
leaders on exciting updates, enhanced newsletters with
more highlights and Village’s happening (we also share what
you can expect to see and experience in the coming times!).
We also have revamped our Voice of Village (VOV)
presentation flow and have received great feedback from
our fellow teammates following a survey that was launched
right after the VOV session. Check the feedback below (we
are motivated to further improvise from the current stats!)

The overall feedback reflects that 50% of our teammates
finds the overall session very satisfying and useful, 33% of
teammates have rated the session as somewhat useful and
the remaining 16.7% stated that the session was neutral.
We’d like to pat our backs for the supportive and
encouraging (50% a big yay!) and we also take note of the
other figures that inspires us to continuously improve till we
see the 100%!

34

Service Excellence | Integrity | Team | Continuous Improvement | Accountability | Fulfillment | Fun

Last but not least, stay
tuned for the WE CARE
session! This is the most
awaited caring behaviours
training that will be given
to all teammates. The
trainings are scheduled
in July and you will soon
learn more about this
initiative from our Wisdom
Lead. This will be a great
platform for our teammates
to embark on a journey
of excellence through the
magic guidance of WE
CARE. This initiative would
seamlessly transpire as a
positive patient experience
that will drive growth and
patient engagement with
our teammates.
Stay tuned for more
engagement highlights
in our next quarterly
newsletter!
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DIVERSITY & BELONGING HIGHLIGHTS
This is a brand new segment in our newsletter
on “Diversity and Belonging.” To kick this off,
we decided to connect with Matt Williams,
CEO of DaVita Malaysia. Matt has had the
opportunity to do healthcare projects in 50+
countries around the world, including living in
6 different countries across Asia, Europe, and
North America. He recently moved with his
wife and four children to Malaysia. I am sure
that you are as excited as me to hear a few
words from Matt!

Teammate of
the Quarter
2ND QUARTER
Norhanisah Binti Muklas,
Facilities Administrator
Meru

2ND QUARTER

2ND QUARTER

Diversity & Belonging (D&B)

Core Value
Award
Winners (HQ)

Core Value Award Winners (Centres)

DaVita aspires to be
“a diverse Village where
everyone belongs.”

Service Excellence
NURSYAHIRAH
BINTI AZEMI

By Matt Williams, CEO

From my perspective:

This isn’t just the right way
to do business, it’s also
the right way to behave.
Through our actions – both
small and large – we can
shape the way others in
our industry (and across
society) act as well.
Malaysia has a long and
proud multicultural history,
which is evident across
Team Cahaya. Taking our
senior Leadership Team,
for example: we have a
mix of ~30% Malay, ~30%
Chinese, ~25% Indian, and
~15% other ethnicities. The
gender split amongst this
group is ~60% female and
~40% male. While we’re
proud of these basic facts,
we recognize they are just
part of our broader D&B
journey.
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CORE VALUES

• Diversity includes both the “observable” traits about
one another (our age, gender, race, religion, etc.) as
well as the “unobservable” traits (our experiences,
perspectives, etc.). Diversity is a great source of
strength. By surrounding ourselves with others that
may not look or think like us, we avoid group think and
can spark constructive dialogue and debate, ultimately
arriving at better decisions.
• Belonging is all about whether we truly feel connected
to our environment and can bring our best – and
authentic – selves to the work that we do. When
teammates truly feel themselves at work, not only
do they perform better but they also feel a much
deeper sense of fulfillment, which is one of our most
important core values.
To really achieve Diversity and Belonging, we must start with
serious introspection, asking difficult questions about our
own conscious and subconscious biases. Then, as a group,
we can start to take on some of the tougher issues together,
raising questions that aren’t always easy or comfortable to
discuss.
By doing so, I’m confident that we will continue to learn,
grow, and improve as individuals and collectively. In short, I
believe we truly can become “a diverse Village where everyone
belongs.”
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Service Excellence
RAJA KHAIRUL
HAFIDAH BINTI
RAJA KHAIRUDDIN
Accountability
NURUL JANNAH
BINTI JAMAL
Accountability
HAFFIZUDDIN BIN
MANSOR
Team
HALIMATUL
SAEIDAH BINTI
HASAN
Integrity
SITI HASMAH BINTI
EMRAN

Service Excellence
MARIANIE BINTI ABDUL
WAHAB
Bangi

Accountability
RADHIAH HANIM BINTI
MOHD SHUAIB
Jerantut

Integrity
NURUL AIN BINTI CHE
SEMAN
Bandar Baru Uda

Continuous Improvement
SITI NORIDAH BINTI IDRIS
Cheras

Accountability
MUHAMMAD TAUFIQ BIN
MOHD SHAH
Kuala Sungai Baru
Accountability
NOR FARAH NATASHA
BINTI AZMAN
Seberang Prai
Accountability
NORHANIZA BINTI
ABDUL KARIM
Sabak Bernam
Accountability
ZAINUR ARINA BINTI
ZAINUDIN
Sungai Besar
Accountability
NUR SYAKIRAH BINTI
RAMLI
Tanjung Karang

Team
NORA AISHAH BINTI
MOHD HARI
Bandar Baru Uda
Team
NORFARHANAH BINTI
MDZAID
Bandar Baru Uda
Team
NOR HASLINDA BINTI
BAHARUDDIN
Rembau
Fulfillment
NUR HASNIYAH BINTI
RADZI
Kuala Pilah
Fun
RAIHANAH BINTI
NORZELAND
Taman Tasik Jaya
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What is coming up next!
Team Cahaya Quarterly Edition

THESPARKS

WE
CARE

NEW
RECOGNITION
PROGRAM

Superheroes Award

Get to know in our next quarter of
newsletters of who are the teammates
been accorded as the Village’s super hero!

EXTERNAL
TRAINING
PROGRAMS
ROLL OUT
DAVITA WAY
TRAINING
and many more exciting stuffs!

FA
APPRECIATION
WEEK!

