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  Creating happy 
communities  
   and providing 
peace of mind



Royal Freemasons’ Benevolent Institution (RFBI) was 
founded in 1880 to assist people in need at a time 
when there were no government-funded social welfare 
programs. 

On 1 February 1984, Her Majesty the Queen honoured 
the organisation by conferring the Royal prefix to our 
name.

While RFBI has diversified into aged care, the philosophy 
of our founders is as relevant today as it was 139 years 
ago. 

We continue to support our local communities  
through our Annuity Scheme and Benevolence Program, 
providing financial assistance, discounted housing and 
funding for important research. 

Today RFBI is a well-respected not-for-profit provider 
of aged care and retirement living services with 22 
residential care villages, 20 retirement villages and a 
comprehensive range of home care services across  
NSW and ACT.

OUR VISION
We aim to be a best practice provider of aged care 
and care at home services, offering quality care and 
services to all residents and clients. As an employer of 
choice, while maintaining the charitable not-for-profit 
nature of our organisation, we will execute our mission 
without discrimination, continuing to support the 
needy as espoused by our Masonic forefathers in 1880.

OUR PURPOSE
We provide quality care and services that are accessible  
by all older people and that make a positive impact on  
their lives.

OUR MISSION
RFBI is a charitable organisation operating throughout 
NSW and ACT providing financial assistance for the 
needy in the form of grants and annuities, as well 
as accommodation, care and security for the aged 
and others, thus demonstrating the noble and valued 
concept of charity in action by Freemasons.
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OUR VALUES
We aim to be of service
We act honestly at all times
We are ‘on the level’ and treat others ‘on the 
square’
We welcome all
We make no distinction based on financial status, 
rank, gender, background or belief
We value and respect all others and seek to live in 
harmony and peace
We promote friendship, goodwill and charitable 
works
We belong to and connect with the community 
and encourage life-long learning in ourselves and 
others
We are not ‘exclusive’ but ‘inclusive’ and maintain 
the values we embrace as a guide on how to live
We aim to be better people and to benefit all 
those we work with and care for
We aim to be happy and to promote happiness Left: Residents from RFBI Armidale 

Masonic Retirement Village 
enjoying social time in the library.
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CHAIRMAN’S REPORT

You will learn about our successes 
and multiple accomplishments as 
well as the stories of the wonderful 
communities we have in each of our 
villages. 
So my message this year will not 
focus on that, rather I want to use this 
opportunity to express my gratitude 
and say thanks to the many wonderful 
people in our organisation, in our care 
and who partner with us, who have 
helped us achieve all these great things 
while navigating this era of change. 
I thank our staff. RFBI could not be 
what it is without the wonderful team 
of people we have right across NSW 
and ACT who come together every 
day, united in our common passion for 
people, to create the best life possible 
for our residents and clients. This year 
more than any other, you have shown 
resilience and a steadfast commitment 
to the people in our care and I am 
grateful for all that you do. 
Another important part of our 
workforce is the team of wonderful 
volunteers we have in each of our 
villages, supporting our service 
delivery and enhancing the lives of our 
residents. I thank you for generously 
giving your time, sharing your talents 
and the friendship you provide to 
our residents, their families and our 
staff. Your contribution is very much 
appreciated. 

I thank our residents, clients and their 
families. This year has been a tough 
year for everyone in aged care—
residents, clients and families too—and 
as we try and create the aged care 
system we need and want for the 
future, it has been pleasing to see our 
communities come together to use 
this period of change as an instrument 
to improve and celebrate. 
I said earlier that RFBI would not be 
what it is without our staff. Equally it 
would not be what it is without our 
wonderful community of residents, 
volunteers, families and clients.
All that we do here at RFBI is centred 
around you and it is an honour and a 
privilege to provide care and services 
to you.

David J. Adams
Chairman

This year is one which 
everyone in the aged care 
industry will remember. We 
have seen the introduction 
of a number of key reforms 
and the Royal Commission 
has highlighted all that is not 
working within the aged care 
system.
Not surprising, this has created many 
challenges for everyone working in 
the aged care sector and throughout 
this document you will learn about 
how our team has rallied together and 
thought outside the square to respond 
and adapt to these challenges. You 
will also hear about the many great 
initiatives we have implemented and 
the impact these are having on the 
quality of life for our residents and 
clients.  
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CEO’S REPORT

Sometimes you need to take 
a step back to be able to see 
clearly. A little like not being 
able to see the wood for the 
trees, and so it is being an 
aged care provider during this 
most interesting of times. 

Whilst there is so much negative 
news, the noise doesn’t completely 
mask the reality of what is actually 
happening in the industry and 
definitely happening at RFBI—the 
compassion and care. There are 
certainly challenges before us but the 
quality of care and the dedication of 
our workforce has not waned.

Following an extensive roadshow to 
all of our villages over the past year, 
Louanne Riboldi, Chief of Operations 
(COO) and I met with all our residents 
and staff to give them a voice to 
discuss any aspect of their care or 
accommodation that they wanted to 
raise. 

The outcome left me a very content 
CEO. Our residents and their families 
appreciated the opportunity to discuss a 
variety of topics with me, some we have 
included in our continuous improvement 
plans. 
The staff were also given assurances 
that despite the negative media on the 
industry, we respect who they are and 
what they do each and every day and the 
critical service they provide to the most 
vulnerable in our society.
This past year has been a very successful 
one for RFBI.
We had two new Directors join our 
Board. Peter Mackinnon OAM, joined us 
in October 2018 and brings with him a 
wealth of aged care experience. Roger 
Eaton joined our Board in June 2019 and 
brings with him a wealth of national and 
international experience. Our two new 
recruits will place us in good stead for 
the years to come. Our Board reflects a 
broad range of experience and skillsets 
that are essential to the continued success 
of RFBI.
Our investment in innovation has 
certainly demonstrated RFBI as a leader 
in our industry. We have been recognised 
nationally and internationally for our 
‘dining with dignity’ program. 
Our introduction of a central menu, pets 
welcome program, and personalised 
doors have contributed to RFBI being 
formally acknowledged as a leader in the 
industry. 
We are very proud to not only be the 
2019 ACSA Provider of the Year for 
NSW and ACT but also for the whole of 
Australia. We were also ranked 4th in the 
Australian Financial Review BOSS 2019 
Most Innovative Companies List in the 
Government, Education and Not-For-
Profit category. 

Whilst our focus is always to improve 
the lives of the people in our trust, it 
is gratifying that our staff are being 
publicly acknowledged with such 
highly regarded recognition.
RFBI has been investing in our local 
communities for 139 years and 
the past year has seen a further 
investment through the acquisition 
of a new residential care village 
in Maitland. This acquisition will 
continue the long and proud tradition 
of quality care for the residents as well 
as provide investment to upgrade the 
remaining buildings. 
From a building perspective, we 
have been very busy working on the 
redesign of five existing villages, the 
lodgement of a DA for a new 150 
bed, state-of-the-art residential 
care village at Edgeworth as well as 
partnering with a retirement village 
operator to be their preferred care at 
home provider. 
We believe that this partnership will 
be the genesis for a new model of care 
within the retirement arena.
In summary, I believe that RFBI has 
amazing people doing amazing work. 
From our senior managers who do 
not tell me why things cannot be 
achieved but take action to ensure 
that no obstacle cannot be overcome, 
to our Board of Directors who give 
counsel and sage advice through to 
our frontline team without whom, 
RFBI could not exist. To each of you I 
say thank you.

Frank Price
Chief Executive Officer



4

Top row left to right:  
David Adams (Chairman), 
Jill Pretty (Deputy 
Chairman), Peter Ditzell, 
Douglas James RFD,  
Peter Lazar AM.

Bottom row left to right: 
Alan Farrell, Roland Keller, 
Peter Mackinnon OAM, 
Roger Eaton.

BOARD MEMBERS

Peter Mackinnon has over 35 years 
of experience working in aged care, 
including administrator, director 
and financial manager. He brings 
strong financial and operational 
management skills to the Board and 
is a Fellow of CPA Australia, as well as 
being a Registered Tax Agent. 
Peter is also a member of Aged 
and Community Services Australia 
(ACSA) NSW/ACT sub committees 
and member of United Protestant 
Associations (UPA) Sydney Regional 

Executive and Audit and Risk 
Committee. 
Roger Eaton brings a wealth of 
international experience to RFBI as the 
former Global Chief Executive Officer 
of KFC Division at Yum! Brands, Inc. 
We welcome his proficiency in global 
retail brand management, operations 
and finance and are delighted to have 
his expertise within our Board. 
We look forward to their contribution 
as members of our Board.

Member          Attended  Meetings
Rt. W. Bro. David Adams 11 11
Jill Pretty 10 11
Rt. W. Bro. Douglas James RFD 9 11
Rt. W. Bro. Peter Lazar AM 9 11
Rt. W. Bro. Ken Thompson 0 1

RFBI Board of Directors attendances

A very warm welcome to 
our new directors, Peter 
Mackinnon and Roger Eaton, 
who joined the RFBI family 
this year. 

RFBI’s Board of Directors brings together a range of skills and experience within a framework of good 
corporate governance to ensure our success well into the future. This year we were delighted to welcome 
two new members who each bring new ideas, experience and expertise that will add value to our 
organisation and services we provide.

Member          Attended       Meetings 
Rt. W. Bro. Alan Farrell 8 11
W. Bro. Roland Keller 5 11
V. W. Bro. Peter Ditzell 10 11
Peter Mackinnon OAM 5 8
Roger Eaton 0 0
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LEADERSHIP TEAM

Vale Ken Thompson 
RFBI lost a member of our family this year when former Chairman, Kenneth Stanley Thompson, 
passed away after a short period in hospital. 
Ken had been a fixture of RFBI for some 35 years, joining the board in 1984. He became  
Chairman in 1999 and held that position for 15 years before handing over to our current 
Chairman, David J. Adams. 

RFBI would not be what it is without 
all the wonderful staff we have 
providing care and services to 
enhance the lives of the people in 
our care. 
We appreciate the tireless support 
of our head office colleagues, who 
work hard to provide seamless 
services and solutions for the 
organisation.

We thank our Regional General 
Managers and Village General 
Managers for their unwavering 
dedication to their teams, thus 
ensuring that all our residents,  
clients, volunteers and staff, are well 
looked after. 
Thank you for all that you do and 
for making RFBI such a great place 
to live and work.

We are grateful for the 
leadership and vision our 
Board and CEO provide to 
guide RFBI through the 
challenging and changing 
aged care landscape. 

RFBI’s Leadership team works with our Senior Leaders, Managers and staff right across the organisation to 
realise our strategic goals to ensure every resident and client receives the very best care and services. 

Back row from left: James Shaw, Chief Financial Officer; Frank Price, Chief Executive Officer and Alyson Pearce, Chief of Strategy and Innovation. 
Front row from left: Alana Parker, Chief Marketing Officer; Louanne Riboldi, Chief of Operations and Andrew Alpe, Chief Information Officer.
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STRATEGIC PLAN 2016–2019 OVERVIEW

In 2016, we launched our current Strategic Plan with a focus on growth, innovation, workforce and freemasonry and 
we have delivered on many of the goals we set for ourselves. Over the past four years, we have grown our services and 
now proudly care for over 2,500 older people every day, we have established a reputation as an innovative aged care 
provider and been recognised for our innovative approach, we have strengthened our relationships with our local Masonic 
Fraternity and most importantly, we have invested in our staff so that we have a happier, healthier workforce. These are our 
achievements:

Create a workforce that is fit and 
healthy, flexible, well-trained, proud of 
their work, happy and fun-loving, and 
represents a balanced aged distribution.

• 37% growth in workforce

•  Established our Employee Value  
Proposition statements

• Launched our Employee Wellness and 
Benefits Program

• Launched FISH! program to help us work 
better together and have fun

• Launched our customer service standards 
‘Customer Service the RFBI Way’

•  Launched an online learning platform

• Invested $2,226,449 in employee  
learning and development opportunities

• Awarded 33 staff with scholarships 
through our Learning and Development 
program

• Introduced a new Regional General 
Manager, Quality and Development,  
to lead our Quality team

Expand our service offering across all 
areas in a manner that is aligned to our 
Mission and Vision. 
Create integrated services that allow us 
to service more of our local communities 
and create new pathways through which 
we can improve the lives of older people.

•  Expanded home care offices into five new 
areas: Orana, Southern Tablelands, South 
Western Sydney, Armidale within the New 
England region and Maitland within the 
Lower Hunter region

•  182% growth in the number of Care at 
Home clients

•    76% conversion of home care clients into 
RFBI Residential Care

•   Increased our residential aged care services 
with an additional 305 beds 

•  Grew average residential care occupancy by 
7.8% achieving 93.8% as of 30 June 2019

•  79% conversion of retirement residents 
into RFBI Residential Care

• Committed $250 million in new capital 
development and refurbishment projects so 
that our villages continue to be places our 
residents love to live

182%

GROWTH IN 
CARE AT HOME 

CLIENTS

37%

GROWTH 
IN WORKFORCE

33

STAFF AWARDED
SCHOLARSHIPS

92%

STAFF 
SATISFACTION 

RATING

94%

OCCUPANCY IN 
RESIDENTIAL 

CARE

305

 ADDITIONAL
BEDS

GROWTH WORKFORCE
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STRATEGIC PLAN 2016–2019 OVERVIEW

70

IDEAS FROM  
CARE TO SHARE

$1.7M

SUPPORT 
PROVIDED

INNOVATION FREEMASONRY
Be known for our successful innovations 
in aged care. 
Leveraging new technology and market 
changes, we want to continually look 
for ways we can improve what we 
already do well, and discover new ways 
we can positively impact the lives of 
older people.

• Introduced a new Chief of Strategy and 
Innovation

• Launched our Care to Share Innovation 
Program

• Created an Innovation Committee made 
up of staff from across the organisation

• Received 70 ideas from staff through our 
Care to Share Innovation Program, 17 of 
which have been fulfilled

• Introduced the Pets Welcome Program 
allowing residents to bring their beloved  
pet with them when they move into 
RFBI Dubbo Masonic Village 

• Established our first Co-Design Committee

• Partnered with CareVision to create an 
online platform that allows our teams to 
schedule home care services as well as 
monitor service delivery in real time

RFBI is proud of its Masonic heritage 
and we want to build upon this strong 
foundation. We want to have a good 
relationship with Masonic Lodges in our 
local communities and encourage Lodge 
members to be active in our village 
communities.

•  Over 400 active volunteers

• Introduced a new RFBI Ambassador

• Received $417,521 in donations

• Received $501,022 in legacies and bequests

• Provided $1,703,334 to support individuals 
and families within our local communities  
as well as fund important research 

• $4,728,029 provided in subsidised 
accommodation

• Maintained a high supported ratio across 
all our residential care services ensuring 
everyone has access to high quality aged  
care services

•  Provided funds for a Registered Nurse to 
provide health checks to men in rural areas 
through the Men’s Health Education Rural 
Van (MHERV) Project

• Established strong relationships with Lodge 
members within our local communities

• Established 30 RFBI representatives in local 
lodges

SUBSIDISED 
ACCOMMODATION

$4.7M

RFBI 
VOLUNTEERS

INDUSTRY 
ASSOCIATION 

AWARDS

4

CUSTOMER 
SATISFACTION

98% 427

“RFBI has accomplished a lot in the last four years and I am extremely proud 
of our team and all they have achieved. We will continue to grow and evolve, 
adapting to the changing needs and preferences of our residents and clients,  
so that they have the best life possible." 

Frank Price, CEO
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BENEVOLENCE REPORT

Unlike other charities, RFBI is 
the first charity with a Masonic 
tradition that does not set 
boundaries or criteria before 
assistance is considered. The 
only criteria is a genuine need 
for assistance with an aim to 
exercise true Masonic charity to 
those in need.
We continue to offer assistance 
through our Annuity Scheme and 
Benevolence Program as we have done 
since our inception in 1880.
The period of extensive drought, which 
is increasing, focussed our attention 
and we were proud to provide 
$475,000 to relief efforts to purchase 
stock feed as well as essentials for 
farmers and their families. Our initial 
donation was made via the ‘Buy a 
Bale’ scheme, however we have since 
partnered with the Lions Club District 
201N4.
Mention must also be made of our 
partnership with Rotary. For a second 
year, we have provided funds for 
a Registered Nurse to travel with 

the Men’s Health Education Rural 
Van (MHERV) through the country 
regions of NSW. This is proving to 
be an effective and essential service. 
Since the service began, MHERV 
has provided over 4,800 free health 
checks, predominantly to men, in a 
non-threatening atmosphere. Close to 
60% were then referred for additional 
medical attention and, I am sure, has 
saved many lives. 
We have not overlooked the need of 
others in financial stress. In several 
cases, assistance has been given to 
support families where children suffer 
from rare or debilitating diseases. Many 
of these cases require ongoing support 
over the long term and our focus is not 
to only cover medical expenses, but 
provide assistance to allow recipients 
to enjoy a better quality of life.
Over $57,000 has been provided to pay 
for therapy and purchase equipment 
such as specially adapted wheelchairs, 
iPads and supply of pharmaceutical 
medicines not covered by the health 

system. A further $30,000 worth of 
defibrillators has also been purchased 
for 15 Masonic Lodges.
We continue to fund research in areas 
that benefit the elderly. This year, we 
partnered with University of Sydney to 
study the relationship between healthy 
gums and muscles for a healthy 
brain. Participating residents from 
the retirement villages benefit from 
this trial as we better understand the 
effects of dementia and its onset in the 
elderly. Knowledge gained through this 
research will be used to enhance care 
services across RFBI.

Douglas N. James RFD
Chairman Benevolence Committee

Below: The MHERV van in action in 
Dubbo NSW. Photo: Daily Liberal.

Thank you to all our benefactors:

Est of the Late Mr Imrie   $120,000 
William Sedgeman  $105,204 
Emorgo Foundation   $20,000 
Est of the Late Mr Barton   $10,000 
Australian Lodge of Harmony No 5   $8,000 
McEwen Family Foundation   $5,000 
Bro W.H. Bromham  $3,500 
Masonic Fraternity  $14,991 
Total $286,695
 

 

Annuities Paid: $61,050

Benevolence in action 2018-2019

$1.74M Subsidised Accommodation: $998,526 

Benevolence Payments: $688,949
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Above: Douglas James RFD, 
Board Director; Frank Price, CEO 
and Anne Jones OAM, Deputy 
Mayor of Dubbo and District 
Disaster Alert Chairperson at the 
Lions Club Disaster Drought Relief 
cheque presentation in Dubbo. 

Right: The Healthy Gums and 
Muscles for a Healthy Brain 
Program making a difference to 
the health of our residents.

YOUR CHARITY IN ACTION

Your charity in action 
Over the last financial year, RFBI provided close 
to $700,000 through our Benevolence Program 
to support families and staff as well as fund 
important research. Examples include: 

 » $200,000 to drought affected farmers 
in New England to support themselves 
and their families

 » $175,000 to Lions Club District to 
purchase hay for local farmers

 » $100,000 to Rural Aid Australia to 
support local farmers 

 » $85,000 to fund a Registered Nurse 
to travel with MHERV and provide health 
checks to men across NSW

 » $80,000 to support the ‘Healthy 
gums and muscles for a healthy brain’ 
program

 » $40,000 to assist a Lodge member with 
medical expenses for his daughter who 
struggles with a rare condition

 » Close to $30,000 worth of 
defibrillators to 15 Masonic Lodges 

 » $9,500 to a young family whose five-
year-old daughter has severe Autism to 
purchase an iPad and program that would 
allow her to communicate better

 » $5,000 to an RFBI employee who was a 
victim of theft 

 » $5,000 to purchase wheelchairs for a 
local community health service

 » $2,700 to sponsor the Dance for 
Wellbeing Group for a full term in 
Goulburn

 » $300 to assist with the purchase of 
vaccines for a widow on a disability pension 
who is being treated for cervical cancer

Want to make  
 a donation or 
leave a bequest?

Visit rfbi.com.au or send a 
cheque or money order to  
RFBI, PO Box A2019,  
Sydney South NSW 1235.
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Employment type 2019

Casual
12%

Part Time 
22%

Full time 66%

1,886
14%

GROWTH  

84%

FEMALE  

16%

MALE  

AT A GLANCE  |  RFBI STAFF

Above: HSU 'Thank You for Working in Aged 
Care' staff appreciation day at RFBI Concord 
Community Village.

At RFBI, we are 
committed to improving 

the lives of our staff and 
helping them to be the best 
they can be.

Frank Price, CEO 

“
YOUNGEST: 17 YEARS       OLDEST: 76 YEARS 

OUR PEOPLE AND CULTURE

At RFBI, our staff are our 
most important asset and our 
ongoing investment in our 
Learning and Development 
program and other staff 
initiatives reflects this 
commitment. 

Building Future Leaders  
Scholarship Program 
Over the past year, RFBI has invested 
$575,674 to allow staff to participate in 
learning and development opportunities 
and we were delighted to celebrate 
with four staff as they completed their 
Bachelor of Nursing degree. 
In June, we launched our new Building 
Future Leaders Scholarship Program. 
Designed to inspire and build the next 
generation of leaders, the program 

allows staff from across our network of 
services to access funded training and 
development opportunities to grow 
their skills and expand their knowledge. 
We are also proud to have three Corporate 
Sponsors who have participated in the 
program and funded scholarships for 
our staff. These are Human Touch 
Retirement; Planix Projects and 
AccessPay Pty Ltd.

Employee Wellness and  
Benefits Program 
The Employee Wellness and Benefits 
Program was launched in 2018 and 
offers a range of benefits to enrich the 
lives of RFBI staff, including a range of 
discounts, subsidised lunches, flexible 
leave options, education assistance, 
superannuation planning and 
retirement advice. 

2018 Employee Engagement Survey 
The aim of the survey is to identify ways 
in which we can better support our 
staff so they love what they do within 
their role at RFBI. 
The results have been overwhelmingly 
positive with:
 » 92% of staff are satisfied with the 

nature of the work they perform, 
and

 » 93% of staff are proud of the work 
they do.
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Top: Frank Price, CEO; 
Cassandra Waldron, 
RFBI ‘Inspire and Learn' 
Scholarship recipient and Mel 
Gholami, Managing Director, 
Planix Projects.

Centre: Staff from RFBI 
villages across NSW and 
ACT come together to raise 
funds and get fit at the annual 
Blackmores Bridge Run.

Debbie O'Shea, General 
Manager (left) and Robert 
Northey from RFBI Moonbi 
Masonic Village, celebrating 
over 30 years of service.

Bottom: Linda Bennett (left), 
Administration Manager, 
presenting Simon Cavenagh, 
Financial Accountant, his 
certificate of appreciation for  
10 years of service.

Thank you for making RFBI a wonderful place 
to work and live.
Having a stable workforce ensures our residents and 
clients are able to receive care from reliable and friendly 
faces they know. As such, we are very proud to have over 
40% of our team celebrating anniversaries of 5 years or 
more during 2018. Congratulations to the following RFBI 
staff on their Years of Service Awards.

5 Years VILLAGE
Glen Gragar RFBI Bathurst Masonic Village

Trudy Whitcombe RFBI Cessnock Masonic Village

Lynn Graham RFBI Hawkins Masonic Village

Steven Simons Head Office

10 years

Fannya Klibschon RFBI Bathurst Masonic Village

Stephen Measures RFBI Bellingen Masonic Village

Wendy Flynn RFBI Bellingen Masonic Village

Penelope Tonkin RFBI Care at Home, Lower Hunter

Debbie Ford RFBI Coffs Harbour Masonic Village

John Bradbery RFBI Coffs Harbour Masonic Village

Bernard Beatty RFBI Glen Innes Masonic Village

Katrina Avery RFBI Hawkins Masonic Village

Kellie Welsh RFBI Hawkins Masonic Village

Tina Cannon RFBI Hawkins Masonic Village

Ethel Maslamani RFBI Holt Masonic Village

Faye Elliott RFBI Holt Masonic Village

Wayne Cordingley RFBI Kurri Kurri Masonic Village

Simon Cavenagh Head Office

15 years
Wendie Hudson RFBI Armidale Masonic Village

Sue Storrier RFBI Bathurst Masonic Village

Kerrie Courtenay RFBI Bellingen Masonic Village

Sharon Scott RFBI Cessnock Masonic Village

Lisa Ripper RFBI Coffs Harbour Masonic Village

Pauline Seccombe RFBI Coffs Harbour Masonic Village

Jane Zheng RFBI Concord Community Village

Irene Gallagher RFBI Glen Innes Masonic Village

Judy Tanner RFBI Hawkins Masonic Village

Maryann Bain RFBI Hawkins Masonic Village

Julie Wells RFBI Kurri Kurri Masonic Village

Anne Whitbread RFBI Lake Haven Masonic Village

Elaine Daniher RFBI West Wyalong Masonic Village

20 years
Kevin Avery RFBI Cessnock Masonic Village

Lynette James RFBI West Wyalong Masonic Village

25 years
Pauline Bradley  RFBI Bellingen Masonic Village

Christine Wratten RFBI Hawkins Masonic Village

30 years
Di Ridgewell RFBI Bellingen Masonic Village
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AWARD-WINNING SERVICES

RFBI is evolving; constantly researching 
and incorporating innovative solutions 
into the daily routine at our Villages to 
improve the lives of our residents. 
One of the many innovative programs 
we have introduced with great success 
is our Dining with Dignity Program. 
An extension of our fine dining 
experience, the Dining with Dignity 
Program incorporates new crockery and 
fashionable clothing protectors so that 
all residents can enjoy meal times and 
dine with dignity. 
“Our fine dining experience was 
established a couple of years ago and 
has seen every Village offer a unique 
restaurant-like experience that residents 

It has been a big year for 
RFBI and we are proud to be 
recognised for our innovative 
approach throughout the aged 
care industry and in the broader 
business community.  
We are proud to have great staff right 
across RFBI who constantly challenge 
the status quo to find ways we can 
improve the services we offer and 
enhance the quality of life of our 
residents. 
In the 2018 Hospitality and Lifestyle 
Aged Care Awards (HLACA), RFBI was 
delighted to celebrate with Paulette 
Millgate, Hospitality Officer, RFBI Dubbo 
Masonic Village and Lindy Twyford, 
Hospitality Manager, RFBI Lake Haven 
Masonic Village, who each took home 
an award for the work they have done 
to improve the lives of residents. 

Paulette was awarded the National 
Winner for the high quality laundry 
services she established at her 
Village and Lindy was named 
‘Hospitality Manager of the Year’, 
for her meal time innovations and 
Fine Dining program. 
"Improvements in the way food 
is served can make a world of  
difference to our residents," said 
Lindy.
RFBI's innovation approach has also 
been recognised by industry experts 
and we are honoured to be ranked 
#4 in the Australian Financial 
Review (AFR) BOSS 'Most Innovative 
Companies List' for 2019 within the 
Government, Education and Not-
For-Profit category. Our Dining with 
Dignity program was also awarded 
‘Best Innovation’ in our category.
Finally, RFBI was very pleased to 
not only be named ACSA’s 2019 
'Provider of the Year' for NSW and 
ACT but for the whole of Australia. 

Dining with dignity

Below from left: Celebrating ACSA's award for 
NSW Provider of the Year are Louanne Riboldi,  
COO; Frank Price, CEO; David Adams,  
Chairman and Greg O'Loan, Epicor.
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Our awards

and their guests can enjoy within the 
Village,” commented Frank Price, CEO.
Our Dining with Dignity Program grew 
out of this, as staff recognised that not 
all residents were able to enjoy the same 
dining experience due to declining eye 
sight and poor dexterity. 
After speaking with our residents we 
realised that this was also holding some 
of them back from wanting to eat in the 
dining room with everyone else. So we 
investigated what we could do to make 
our dining experience a more enjoyable 
and dignified experience for all our 
residents and came up with our Dining 
with Dignity Program. 

Key to our Dining with Dignity Program 
is the introduction of two new dining 
aids: new crockery and clothing 
protectors.
The crockery, such as lipped plates 
and no tip mugs, offers “invisible” 
assistance and has replaced plastic 
dining equipment, allowing all residents 
to use the same crockery and creating a 
much more social and enjoyable dining 
experience for all.
New fashionable clothing protectors 
have also been incorporated and 
replaced outdated bibs. 
Designed to look like a scarf or lapel 
cover, these clothing protectors can be 
used by both men and women and are 
effective in keeping clothes pristine 

without unwanted attention (real or 
perceived) of their need for support.
At the forefront of these changes is 
RFBI’s Chief of Strategy and Innovation, 
Alyson Pearce, who could not be any 
happier with the results so far. 
“At RFBI, we are aware that the care 
needs of our residents are rapidly 
increasing and so the help they require 
becomes greater.”
“These simple changes have already had 
substantial benefits for our residents, 
both physically and mentally. It has 
made a huge impact on their quality of 
life.”

Above: RFBI residents enjoying new crockery  
and clothing protectors.

National Winner

Laundry
Services Individual

2018
National Winner

Hospitality
Manager

2018

AGED CARE 
AWARDS

2019 NSW Provider 
of the Year
WINNER
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OPERATIONS REPORT

our residents’ favourite recipes and 
discussed how we can give our 
residents high quality food and great 
menu choice across all Villages. One of 
the exciting initiatives discussed was 
a new central menu plan that will be 
trialled later this year. 
Our teams have also been responding 
to the increased regulation within the 
Retirement Living sector and we have 
invested significantly in our building 
stock, refurbishing 44 units. 
Our retirement living residents are an 
integral part of our communities and 
we are in an ideal position to provide 
support to those frailer members of our 
retirement communities. 
RFBI is building its Care at Home 
capacity to ensure that we are in 
the best position to provide services 
into our retirement villages and local 
communities.
Another major undertaking this year 
has been the negotiation of our new 
Enterprise Agreement (EA). Working 
closely with the Health Services Union 
and the NSW Nurses and Midwives 
Association, this EA is fundamentally 
different from our previous Agreement 
and is designed to ensure our staff 
are in a position to grow within the 
organisation. 
We were delighted to welcome back 
to the fold, Sarah Churchyard, who is 
our newly appointed Regional General 
Manager, Quality and Development and 
tasked with providing education to 

every member of our workforce 
to assist them to understand and 
implement the new Aged Care Quality 
Standards. This remarkable feat was 
successfully completed in mid-May 
with the assistance of a great team 
including residents from our Villages. 
The team will work with our Clinical 
Nurse Practitioner to mentor and 
support our Registered Nurses and 
Carers. 
Our HR and Quality and Development 
team have implemented an online 
learning platform that allows 
employees to keep up to date with the 
latest industry benchmarks and best 
practice.
Despite the many challenges faced by 
the industry, the concentrated effort 
and hard work by our Regional General 
Managers and their teams has ensured 
good operational results. 
Our residential care occupancy has 
remained strong, averaging 3% above 
the industry and our home care client 
base has continued to grow. 
Like the aged care industry, RFBI is 
continually evolving. Guided by our 
passion for people and desire to 
enhance the lives of everyone in our 
care, we are well positioned to meet 
the needs of older Australians, now and 
into the future. 

Louanne Riboldi
Chief of Operations

Our staff are our heroes. They 
are adapting and changing 
constantly to meet the needs 
of our residents and regulating 
bodies, while living our RFBI 
values. 

It was my privilege to accompany 
the CEO on his Roadshow, which 
encompassed meetings with staff, 
residents, families and volunteers at all 
our Villages. One aim of the Roadshow 
was to reassure staff that, although the 
Royal Commission will shine a light on 
the worst of the worst in aged care, we 
believe that our staff are providing the 
best of care and they have our support.
Secondly and no less importantly, we 
wanted to hear from our residents and 
families about what we do well and 
learn what we could do better. We 
wanted to reassure them that there 
are a lot of good things happening 
in aged care, and particularly across 
RFBI, however if they have any issues, 
we want to work with them to resolve 
them. 
Whilst challenging, this year has also 
been a year of successes for RFBI. 
We have been recognised for our 
innovation and dedication to our 
residents with a number of awards and 
I am particularly proud of RFBI being 
named ‘2019 National Provider of the 
Year’ by our peak body, ACSA. 
Our care approach not only emphasises 
good physical health, it also seeks 
to achieve the highest quality of life 
for our residents and clients. One of 
the keys to this is good nutrition. Our 
Catering Managers and Supervisors 
participated in a conference at our 
Dubbo Village where they shared 

Above left to right: Peter Mackinnon OAM, Board Director; Helen Armstrong, General Manager at RFBI 
Bathurst Masonic Village; Louanne Riboldi, COO and Frank Price, CEO.
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Below: Resident Daphne Gear participating in 
Seniors Week Pop-Up Art Gallery RFBI Hawkins 
Masonic Village.

MARKETING REPORT

With the announcement of 
the Royal Commission into 
Aged Care Quality and Safety 
on 8 October 2018, it has been 
a tough year for us working in 
the sector. 

Given just six weeks, including the 
Christmas break, to collate detailed 
information about care and services 
provided over the past five years, our 
teams were pushed. It is a testament 
to our team’s dedication and reporting 
systems that we were able to prepare 
our submissions within the allocated 
timeframe and submit these on 7 
January 2019.
The Commissioners then outlined a 
vigorous schedule of hearings and 
community forums to undertake 
their work. These sessions have 
been well covered by the media and 
unsurprisingly, generated a significant 
amount of negative stories about 
aged care and the deficiencies of the 
current aged care system.
It is important that our communities 
know that the negative experiences 
examined through the Royal 
Commission hearings are not a 
reflection of what most aged care 

providers are doing. There are many 
good things happening across aged care 
and since the start of the Commission, 
we have made a point to celebrate the 
great work our team do every day to 
make a difference in the lives of our 
residents. 
We have had much to celebrate. Over 
the past year, RFBI has been recognised 
by a number of industry awards and 
through our open day events, Seniors 
Festival pop-up galleries, information 
sessions and other village celebrations 
we have created multiple opportunities 
for future residents, families and local 
community members to experience the 
great care we provide. 
Frank Price, CEO and Louanne Riboldi, 
COO, also undertook a CEO Roadshow, 
visiting our villages to meet with 
residents, families, care at home clients, 
volunteers and staff to hear about their 
experience of living and working with 
RFBI. Feedback was overwhelmingly 
positive and some great suggestions 
put forward have been actioned. An 
example was an advance on back pay 
offered to staff in recognition of the 
longer than expected negotiation 
period to finalise on our new Enterprise 
Agreement. 
Another great achievement for RFBI this 
year was the acquisition of Benhome 
in Maitland and the integration of their 
residential and home care services into 
our network of services. 
We have maintained our emphasis on 
customer service and it was pleasing to 
see our mystery shopping results show 
an improvement across all aspects. 
Our annual satisfaction survey showed 
similarly pleasing results with over 90% 
of our residents rating their experience 
living within their RFBI Village as good 
or excellent.

95% of people said that our 
team responded to their enquiry 
professionally, politely and 
compassionately. 
(2019 Mystery Shopping Results) 

90% of residents rated their 
experience living within their  
RFBI Village as good or excellent. 

(2018 Annual Resident Satisfaction Survey)

While it has been a challenging year 
for all within the aged care sector, I am 
proud of our team and the ongoing 
commitment they have demonstrated 
to ensuring our residents and clients 
receive the best possible care. We have 
proven our ability to respond promptly 
and appropriately and I look forward to 
sharing even more successes with you 
next year.

Alana Parker
Chief Marketing Officer

95%

EXCELLENCE  
IN SERVICE

 90%

LOVE LIVING
 IN THEIR RFBI

 VILLAGE

Our residents say...
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Below left: Beryl Jolley with her personalised 
blue door decal at RFBI Berry Masonic Village.

Below right: Alyson Pearce, CSI and Alana Parker, 
CMO accepting the award for the AFR BOSS Most 
Innovative Companies List 2019.

INNOVATION REPORT

It’s been a busy but exciting 
year for innovation at RFBI. 
As an organisation we pride 
ourselves in constantly 
evolving and strive to include 
new thinking, research, 
technology and building 
designs into our communities 
to continuously improve what 
we do.  
With the support of the team across 
the whole organisation, new ideas 
have played a key role in continuing 
to deliver results against our strategic 
plan this year. 
The newly launched Care to Share 
Innovation Program began strongly 
with over seventy ideas generated 
in its first year, with many of these 
developed into trials designed to 
continue to improve the quality of life 
for our residents. 
The practical demonstration of this is 
shown by the three trials developed 
to enhance our specialist dementia 

care program. Provided at each village 
these tailored activities and buildings 
support memory and enhance mood. 
The new additions include the creation 
of personalised doors to help residents 
more easily recognise their rooms with 
a favourite colour or replica of their 
old front door. Regular silent discos 
create interactive classes that brighten 
the day via the power of musical 
memories and ‘smell and reminiscence’ 
chats using the power of smell to 
encourage residents to share family 
or travel memories and experiences 
prompted by the scent.
Across RFBI other successful 
introductions have included our 
new Dining with Dignity program 
utilising innovative crockery pieces 
with invisible aids which provide 
dining assistance and ensure the same 
restaurant dining experience for all 
residents. Following its success at a 
couple of villages this has now been 
rolled out to every village. 
Responding to research that shows 
that some people stay in their homes 
longer than is perhaps safe so as 
not to be parted from their pet, we 
launched Pets Welcome. This program 
means residents can now be cared for 
with their companion at their side, 
enhancing our existing village pet 
program that is already popular across 
our villages.
New ideas have also provided additional 
support to our staff, one example being 
the creation of our Employee Wellness 
& Benefits Program. This program aims 
to maintain the physical, mental and 
financial wellbeing of our team. 

We are committed to ‘rethinking care’ by 
continuously improving our services to 
enable our residents to live their lives to 
the full. We are investing in supportive 
technology to provide care and peace 
of mind and are developing a new 
retirement living model ‘Ageing at Home’, 
incorporating flexible care support as 
required. 
This focus and support on delivering new 
solutions has ensured we met or exceed 
all the targets set for 2018–2019 and also 
pleasingly resulted in recognition from 
our industry peers and beyond as we 
celebrated being shortlisted in the Asia 
Pacific, Ageing Asia Innovation Awards, 
winner of Best Innovation and ranked 4th 
overall in the AFR BOSS Most Innovative 
Companies List 2019 (Government, 
Education & NFP category). 
With the support of our Board, to 
ensure an organisational culture that is 
committed to encouraging new thinking 
and challenging the status quo, I have no 
doubt that we can continue to provide 
innovative solutions to exceed customer 
expectations, create happy communities 
and deliver peace of mind.

Alyson Pearce 
Chief of Strategy and Innovation
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Above: State of the art technologies, such as 
iCare Medication Manager, assist staff with 
their duties. 

Below from left to right: Care at Home 
Coordinators Julie Schweinberger and Debbie 
Wilkinson use the CareVision app for mobile 
check-in.

INFORMATION TECHNOLOGY REPORT

This year has been the busiest 
ever for the IT department 
and RFBI as a whole. We strive 
to make RFBI a place where 
staff want to work and clients 
want to stay, and that means 
making life as easy as possible 
for everyone. 
In our last annual review I reported 
that we were close to finalising the 
installation of our finance system. 
On 3 September 2018 the system 
successfully went live at all RFBI 
locations. 
This project was a huge undertaking, 
involving staff from all over the 
business and requiring the transfer of 
information for 5,000 residents and 
3,000 suppliers. From go-live to June 
2019 we have processed over 50,000 
invoices and produced over 30,000 
client statements. 
For staff, we have begun the move of 
our major software programs to the 
Cloud. This will allow staff to securely 
access the information they need, no 
matter where they are. 
We have already completed an 
upgrade to our clinical system to  
allow staff to record clinical 
information using voice recognition 
technology on a smartphone, which 
will soon be trialled. 
The rollout of a cloud-based food 
auditing system is also underway. 
Tablets in our kitchens now allow staff 
to record deliveries, food temperatures 
and take meal orders in real time, 
reducing the double handling of 
information.

We have also implemented an online 
learning management system and 
increased the size of our training team. 
Now staff have a centralised resource 
they can access anywhere, at any time, 
to further their education and keep track 
of their studies.
For residents, we have begun the 
upgrade of internet links to our villages. 
With most of our sites located in rural 
locations, access to reliable internet has 
always hampered the services we can 
deliver. 
This year we have upgraded 11 of our 
villages to fast NBN services. Once final 
configurations are complete, this will 
allow our residents and guests to access 
significantly faster internet connections, 
giving them the ability to stream media 
services such as Stan and Netflix, as well 
as improve the quality of video chat 
sessions with family members. 
To make sure our residents can utilise 
this improved connection we have also 
begun the installation of smart TVs in 
all of our residents' rooms and with 
the rising cost of phone services, RFBI 
has undertaken to provide and manage 
a telephone service for all of those 
residents who would like one. 
Combined, this initiative will see the 
rollout of over 1,000 TVs and telephones 
in the coming year.
For our home care and retirement 
residents, we continue to improve upon 
the services we can provide through our 
CareVision platform. This service allows 
residents, their families and our staff to 
connect digitally to keep updated on the 
services we provide and reduce social 
isolation. I strongly recommend more 

families to consider it, if they  
haven’t already.
With the implementation of 
new quality standards and the 
appointment of a Royal Commission 
into Aged Care, we are seeing positive 
change that ensures our residents 
and clients are always at the centre of 
everything we do.
We are fortunate that at RFBI this 
has always been the case, as can be 
seen by our continued investment in 
services. 
While we are sure to see some 
interesting times ahead for the 
industry, RFBI is well placed to meet 
the needs of older Australians  into the 
future.

Andrew Alpe
Chief Information Officer
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FINANCIAL REPORT

an average occupancy of 94% 
in Residential Care and 92% in 
Retirement Living. Government 
funding equated to 60% of total 
revenue with residents funding 31% 
and the remainder coming from other 
sources including investments. 

Expenditure
Our expenditure for the 2018-19 
increased by 12% and included a 
one-off write-down following the 
acquisition of Benhome of $4.7M. 
Excluding this, the increase in 
expenditure is 8%. Our investment 
in staff increased by 13% reflecting 
our commitment to ensuring our 
staff are well looked after and have 
access to growth and development 
opportunities. We also provided  
$750K in Benevolence and Annuities 
to members of our communities.

Results
RFBI achieved a surplus of $476K 
during the 2018-19 financial year, 
reflecting an 83% decline on previous 
year’s results.
This however is skewed by the one-
off write-down previously outlined. 
Excluding the write-down, we have 
achieved an 8% increase in Operating 
Surplus. This result reflects RFBI’s 
strong financial management, which 
has generated year on year positive 
results and capital expenditure of 
more than $15.8M excluding the 
Benhome acquisition. 
The year ahead will see the 
implementation of the new Enterprise 
Agreement, the commencement of 
major refurbishments at four of our 
villages and construction of our new 
150 bed village in Edgeworth. We 
will continue to face uncertainty 
on appropriate funding, changes 
to government regulations and the 
outcomes from the ongoing Royal 
Commission into Aged Care.

Sustainable Balance Sheet
For 139 years RFBI has maintained 
a strong history of financial 
sustainability that has allowed us 
to expand our service delivery and 
provide financial support to those in 
need. 

We increased our total assets by 
$32.7M to $395M, primarily driven 
by the acquisition of Benhome and 
building refurbishment projects at Glen 
Innes and Moonbi. 
Total liabilities increased by $32M to 
$273M, largely made up of resident 
deposits which, except for the 
Benhome acquisition, increased by 
$11M or 5.3%. 

For-Purpose Dividend
As a not-for-profit, RFBI provides 
financial support and services to those 
in need. Some of these services are 
provided in lieu of payment or at a 
discounted rate compared to those that 
are able to afford them. In total, RFBI 
has provided $4,748,524 in support 
and financial assistance over the past 
financial year broken down as follows:
 » Annuities: $61,050

 » Benevolent Grants: $688,949

 » Subsidised Retirement Living 
Accommodation: $998,526

 » Cost of Provision of Aged Services to 
Regional NSW: $2,999,999

Whilst it has been a challenging year, 
RFBI has experienced sustainable 
growth and we look forward to what 
the new year will bring.

James Shaw
Chief Financial Officer

Royal Freemasons’ Benevolent 
Institution has maintained a 
strong financial position in the 
face of increased regulation, 
scrutiny and tightening 
margins, driven largely by a 
healthy growth in occupancy, 
client services and a one-off 
subsidy increase. 

As per our strategic plan, we have 
taken a sustainable approach to 
achieve growth targets by focusing 
on strategic investments, such 
as acquiring Benhome from The 
Maitland Benevolent Society Limited 
and expanding our Care at Home 
services so that more people in our 
communities can access care and 
services in their own home. 
To ensure we are able to meet the 
current and future needs of our 
residents and clients we have invested 
significantly in our services, staff and 
IT systems. We have also continued our 
139 year legacy of supporting those in 
need, by providing funding, assistance 
and subsidised accommodation to 
people living in our communities.

Revenue
Our revenue for the 2018-19 increased 
by 10% to $138.8M as a result of 
increased service delivery across our 
network of villages and services, a one-
off temporary government funding 
increase of 9.5% and the strategic 
acquisition of Benhome. 
As at 30 June we were caring for an 
additional 287 residents and clients 
across all services and maintained Above: Anne Dand providing ACFI training  

to staff at RFBI Hawkins Masonic Village.
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SUBSIDISED RETIREMENT VILLAGES            $

Central Region 61,619 

Hunter Region 689,175 

Northern Region 142,195 

Southern Region 105,536 

TOTAL 998,526 

PERCENTAGE OF SUPPORTED/CONCESSIONAL 
RESIDENTS AT 30 JUNE 2019

INCOME $

Care Income 113,675,244

Donations, Legacies and Bequests 309,730

Accommodation Income 15,456,361

Investment Income 6,044,568

Other Income 1,968,481

OPERATING REVENUE 137,454,384

EXPENSES $

Labour Costs 88,044,686 

Residential Services 7,063,286

Repairs and Maintenance 6,114,026

Administration Costs 18,469,692

Depreciation & Amortisation 11,923,356

Utilities 4,613,187

Annuities and Benevolence 749,999

OPERATING EXPENDITURE 136,978,232 

SURPLUS 476,152 

ASSETS   $

Current assets 189,483,016 

Non-current assets 206,477,046 

TOTAL ASSETS 395,960,062

LIABILITIES $

Current liabilities 273,300,995 

Non-current liabilities 440,754 

TOTAL LIABILITIES 273,741,749 

NET ASSETS 122,218,313 

EQUITY $

Reserves 12,253,655 

Retained Earnings 109,964,658 

TOTAL EQUITY 122,218,313 

ACFI REPORT
With the ever-increasing cost of providing aged care 
services, it is vital that RFBI receives appropriate funding for 
the great care we provide to our residents. 
This year, we are proud to have conducted multiple 
educational sessions for all levels of staff, provided 
assistance to village staff to ensure we receive appropriate 
funding for the care we are providing and also supported 
staff during validation of Aged Care Funding Instrument 
(ACFI) claims, as well as produced an RFBI ACFI Manual. 

Our team is guided by our Regional General Manager, 
Heather Nicholls and Chief of Operations, Louanne Riboldi, 
and consists of four experienced clinicians: Anne Dand, 
Care Assessment Manager and Area Care Assessment 
Consultants, Deborah Cowler, Ann Maree Vella and Sarah 
Richards.

Anne Dand
Care Assessment Manager
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Above: Frank Price, CEO, sharing lunch and laughter with residents and family during his 
Roadshow visit to RFBI Armidale Masonic Village.

RFBI’s network of residential care 
services spans 22 communities 
across NSW and ACT and provides 
care and accommodation to over 
1,300 older Australians. 

CEO Roadshow
Frank Price, CEO, delighted staff, residents, 
families and Care at Home clients when he 
embarked on a journey to visit all 22 RFBI 
residential care villages. The CEO Roadshow 
was an open forum for participants to ask 
questions or share their experience living with 
RFBI. 
Many residents took advantage of the visit 
to express their appreciation for the great 
care they are receiving. 

Catering Conference
Earlier this year, RFBI held its first Catering 
Conference at RFBI Dubbo Masonic Village, 
bringing together our Catering Managers 
for a two-day workshop. 
Across all our Villages, we serve more 
than 7,500 meals each day and recognise 
that good nutrition plays an important 
role in good health. The conference 
was an opportunity for our staff to 
network, discuss challenges and identify 
improvements we can implement to 
improve our meal service program.
One of the many exciting new initiatives 
discussed at the conference is a new 
central menu plan designed to create 
greater efficiencies for staff and 
consistency in meal production and 
presentation.

1,418

BEDS ACROSS  
22 VILLAGES

94%

OCCUPANCY 
RATE

CUSTOMER 
SATISFACTION  

RESIDENTS

90% 1,327

AT A GLANCE  |  RESIDENTIAL CARE

“ The staff are amazing 
and really go out of their 
way to make sure we are 
happy.

Agnes King (Nessie),  
resident, RFBI Coffs Harbour  

Masonic Village

RESIDENTIAL CARE

Above: Lindy Twyford, Hospitality Manager and Alyson Pearce, CSI, seated with catering 
teams at the Catering Conference at RFBI Dubbo Masonic Village.
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Overview: Residential care

The residents really 
enjoy the silent discos 

and remain happy for 
hours afterwards.

Lindel Sibanda,  
Care Manager, RFBI Concord 

Community Village

“

Music is an incredibly powerful and emotive tool 
that conjures up memories for many people, 
regardless of their age and cognitive ability. 
Across RFBI, music therapy has been incorporated 
into our lifestyle programs for many years and 
our residents thoroughly enjoy listening to pre-
recorded music, live music performances as well as 
active musical engagement with the use of musical 
instruments.
“Music has a wonderful ability to bring back 
memories and comfort residents,“ said Elizabeth 
Morgan, Carer at RFBI Concord Community Village.
“It is lovely being able to watch a resident come to 
life as they hear a favourite tune.”
This year, we introduced Silent Discos as a new 
form of music therapy at RFBI Concord Community 
Village. The activity involves a group of residents 
enjoying music over wireless headphones rather 
than a speaker system. Each headset is connected 
to the same music so residents can share the 
experience, however the volume is tailored to each 
person’s preference.
“Barbara (left) particularly enjoyed our silent 
discos,” reflected Elizabeth.
"As soon as we put on the headphones she broke 
out into a huge smile and started moving to the 
music. It was an amazing sight to see.”
The silent disco program is one of the many 
innovative initiatives trialled across RFBI as part 
of our Innovation Program this year and will be 
introduced at other RFBI Villages in the near future.

FEATURE:

Silent Disco Fever

NSW

AC T
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NORTHERN REGION

 

Heather Nicholls 
Regional General Manager

It has been a challenging year 
for all who work in the aged 
care sector, however this has 
not prevented our team from 
continuing to focus on our 
residents and clients to ensure 
that all within our care can live 
the best life possible. 
I sincerely thank all the village 
managers and staff for their effort 
throughout the year. 
Our Clinical Governance Committee has 
worked tirelessly with Sarah Churchyard 
to ensure that RFBI was prepared for 
the introduction of the new Quality 
Standards on 1 July 2019. 
Special thanks to Jennifer Watson, 
Deborah Cowler and Kellie Upton for 
the support they have shown our 
teams as we prepare for these changes. 
I also thank Jill Pretty who provided 
invaluable support to the Committee 
with her advice and wisdom.
Our ACFI team under the stewardship 
of Anne Dand has achieved outstanding 
results and made a significant 
improvement in our funding levels.  
I thank all of the ACFI team for their 

hard work and ongoing assistance 
they provide our Village teams. 
Thank you to David Adams, Chairman, 
and all of our Directors, Frank Price, 
CEO and the Leadership team for 
their guidance. I also thank my fellow 
Regional Managers for their support 
throughout the year and a special 
thank you to Louanne Riboldi, for her 
resilience and unflagging support she 
provides to our team and to us as 
individuals.

RFBI Armidale Masonic Village 
and Retirement Village

Natalie Green, General Manager
We have been very fortunate to enjoy 
a long association with the Quilters 
and Patch Workers of New England 
(QPNE) that has spanned over 10 
years. This year, our residents were 
once again delighted to be presented 
with beautiful detailed quilts and rugs 
to provide warmth and brighten up 
their surroundings. 
Our retirement residents are always 
keen to help their local community. 
In response to the severe drought 
and impact this is having on farmers, 
they hosted a pancake morning tea 
and raised over $150 for Rural Aid to 
support local farmers. Residents from 
both our retirement and residential 
care village, staff, families and 
volunteers all attended the morning 
tea and raised money for a good 
cause.

RFBI Bellingen Masonic Village 
and Retirement Village

Sue Beehag, General Manager
This year we welcomed Lindy Johns 
as our new Care Manager. Lindy has 
extensive experience in residential 
and home care and is working closely 
with our team to deliver the best 
possible care to our residents and 
their families.

We are excited to see the start of our much-
anticipated refurbishment, which includes 
a complete makeover of bedrooms within 
residential care, and complete revamp of the 
main courtyard.
We were also delighted to celebrate Newton 
Howard’s 100th birthday from our Joyce 
Jarrett Wing. He first celebrated with friends 
and family at his daughter’s house and then 
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Above: Margaret Scheffer, our resident who enjoys 
quilting in her free time, from RFBI Armidale Masonic 
Village was delighted to be presented with beautiful 
quilts and rugs from QPNE.

Retirement villages: 4
Retirement units: 106 

Occupancy: 89% 

Care at Home offices: 2
Clients: 43 

Care staff: 10

Residential care villages: 5
Residential beds: 286 
Occupancy: 92%
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Above left: An aerial view of our newly 
refurbished RFBI Glen Innes Masonic Village. 

Above right: The Vintage Car exhibit at RFBI 
Raleigh Urunga Masonic Village was a big hit 
with our residents and had them talking about 
it for days. 

with all of us at the Village the next 
day.

RFBI Coffs Harbour Masonic 
Village and Retirement Village

Martin Bunyan, General Manager
We have an incredible gardener, Judy 
Luckie, who works diligently with 
retirement residents to create and 
maintain all our beautiful gardens. 
Her dedication was rewarded when 
we won 1st Prize at the Annual Coffs 
Harbour Garden Club competition. 
Christmas was celebrated medieval 
style with all staff, residents and 

volunteers dressing up. During the 
luncheon an original skit, produced by 
one of our very own residents, involved 
all of the guests and was the perfect 
way to thank all our volunteers for 
their generous support.
Hilda Le Roux, a resident known for 
her gentle nature and sharp wit, 
turned 100 this year. Hilda has been 
part of the Village family for close to 
10 years and it was lovely to celebrate 
this milestone with her.

RFBI Glen Innes Masonic Village 
and Retirement Village

Lea McCarney, Acting General Manager
Our village underwent major 
renovations this year to incorporate 
11 new resident rooms, refurbish all 
existing rooms, update our landscaping 
and create a new front entrance, 
café, private consultation rooms and 
refreshed activity space. The newly 
created common areas have been 
enjoyed enormously by our residents. 
With the renovations almost over, 
we are looking forward to holding an 
official re-opening ceremony with 
our residents, families, volunteers, 
community and staff in the new year.

RFBI Raleigh Urunga Masonic 
Village

Marie Newcombe, General Manager
Our residents have enjoyed a busy 
social calendar with numerous events 
organised by our Lifestyle team. Some 
of the great events include our annual 
Anzac Day service with Rick Maunder 
from Bellingen RSL and a special 
Mother’s Day lunch. 
Also incorporated into our lifestyle 
activities were intergenerational 
programs which included regular visits 
from local school children who spent 
time with our residents reading stories, 
performing and playing games. 
A Vintage Car exhibit organised by 
our volunteers brought 20 beautifully 
restored cars to be displayed at the 
front of the Village for residents to 
enjoy along with a BBQ and meat 
raffle.

Above: Judy Luckie at RFBI Coffs Harbour 
Masonic Village.
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CENTRAL REGION

 

Sanjila Verma 
Regional General Manager

The Central Region has 
continued to reinforce 
organisational values, which 
has translated into the 
delivery of personalised care 
and meaningful relationships 
between residents and staff. 
We have developed new partnerships 
with local clubs, allied health 
professionals and registered training 
organisations. In addition, we have 
strengthened our focus on volunteer 

engagement and introduced a formal 
recognition plan to acknowledge their 
efforts and the valuable contribution 
they make to our village families.

I thank our General Managers and their 
teams for their hard work and support 
throughout the year. Finally, I also 
express my gratitude to my colleagues, 
especially Louanne Riboldi, for her 
expertise, guidance and invaluable 
support. 

RFBI Bathurst Masonic Village and 
Retirement Village

Helen Armstrong, General Manager

Our team has had a lot of fun over 
the past year as we embraced the 
FISH! program. We introduced ‘Wacky 
Wednesdays’, a weekly dress up day 
which generates lots of laughter from 
staff and residents alike.

We welcomed a new Chef, Matthew 
Hitchens to our Catering Department 
and together with his team have liaised 
with our residents to create a new and 
improved menu, which they are loving. 
As part of an RFBI wide roll out, the 
team has implemented ‘Simple’, a new 
catering system, making it easier for us 
to meet food safety requirements.

The Village has also launched a 
recycling program that allows us to 
fund other lifestyle activities and 
purchase additional resources to keep 
our residents active and engaged.

RFBI Concord Community Village 

Sanjila Verma, Regional General 
Manager
This year we enjoyed a number of 
highlights including a wonderful 
celebration to commemorate 20 
years of providing high quality care 
and services. We also welcomed our 
new Care Manager, Lindel Sibanda, a 
registered nurse with extensive clinical 
experience, who has been a valued 
addition to the Village management 
team. 

Our residents have enjoyed a range of 
new and innovative lifestyle programs. 
One new exciting program recently 
trialled was the ‘silent disco’. This is a 
program introduced for residents living 
with dementia allowing them to enjoy 
music through wireless headphones 
rather than a speaker system. 

It has been highly successful as 
residents have shown a positive 
improvement in their mood and 
agitation levels after each session.

RFBI Dubbo Masonic Village and 
Retirement Village

Cheryl Barnes, General Manager
In May this year, our Resident 
Committee was formed and has 
generated wonderful suggestions 
for new activities. Some have been 
successfully implemented, such as the 
establishment of a knitting group. 

As well as being a great social activity 
for our residents, the group has made 
it a wonderful community initiative, 
deciding to donate all of the items they 
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Above: Staff and residents celebrate RFBI Bathurst Masonic Village's 30th Anniversary.

Retirement villages: 5 

Retirement units: 174 

Occupancy: 91%

Residential care villages: 5
Residential beds: 280
Occupancy: 95%

Care at Home offices: 3
Clients: 66
Care staff: 17
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knit to the Special Care Nursery at our 
local hospital. 
Other highlights this year include a 
visit from the Dubbo Car Club, regular 
intergenerational programs with our 
local pre-school and high schools, 
as well as the introduction of Friday 
Happy Hour, where residents and 
family members come together to 
enjoy free entertainment with a cool 
beer or a glass of wine.
Our Village is also proud to be the 
first RFBI Village to introduce the ‘Pets 
Welcome’ program allowing residents 
to bring their fur-family member with 
them when they move into the village 
and we look forward to welcoming our 
first resident pet.

RFBI Holt Masonic Village and 
Retirement Village

Faye Saunders, General Manager
This year we welcomed Faye Saunders 
as General Manager. Faye brings a 
wealth of aged care knowledge and 
managerial experience. 
We’ve also had Tina Raymond join us 
as Lifestyle Supervisor and together 
with Alana Rosser, they are creating a 
full and varied lifestyle program which 
our residents love. 
We hosted a ‘Biggest Morning Tea’ 
and were proud to raise over $460 to 
support people living with cancer. 
Our partnership with Delta Therapy 
Dogs received an abundance of 
enthusiasm and brought even our most 
reserved residents out of their rooms to 
meet our volunteer greyhound.

In our retirement village, our Garden 
Group have also been busy, running a 
range of social activities and outings. 

RFBI Pearce Masonic Retirement 
Village 

Faye Saunders, General Manager
Our retirement residents have stayed 
active with monthly outings to 
Canberra city and weekly Craft Group 
gatherings. We thank the volunteers 
for their ongoing commitment to our 
Village in Pearce. 

RFBI Lakemba Masonic Village 

Attie Cheng, General Manager
We celebrated our 30th anniversary 
this year with residents, families 
and staff which included a special 
ceremony to open our new ramp.
We also participated in the H.O.P.E. 
appeal with our residents, families, 
volunteers and staff donating bags 
of food and toys that were then used 
to create Christmas hampers for 
homeless, disadvantaged families and 
those affected by domestic violence. 

RFBI Roselands Masonic 
Retirement Village 

Attie Cheng, General Manager
Our retirement residents are avid 
gardeners and each year they look 
forward to the annual Spring Garden 
Festival. 
This year was no different with all 
residents eager to showcase their 
green thumbs and take home the 
winning trophy. With great delight, 
reigning champion, Maria Dimopoulos, 
took home 1st Prize.

Above: Residents from the Garden Group at 
RFBI Holt Masonic Retirement Village on a bus 
trip to Nara Peace Park.

Below: Yvonne Rayner, resident from RFBI 
Dubbo Masonic Village enjoying a ride in a 
vintage car when the Dubbo Car Club came 
to visit.
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873

UNITS ACROSS  
20 VILLAGES

91%

OCCUPANCY 
RATE

CUSTOMER 
SATISFACTION  

NET PROMOTER 
SCORE*

90% 60

RETIREMENT LIVING

803

 Tenants
156

Owners 647

Owner/tenant ratio

Top: First Prize Winner Maria Dimopoulos at RFBI 
Roselands Masonic Retirement Village Spring Garden 
Festival.

Right: Retirement residents enjoying a cup of tea in 
their library at RFBI Armidale Masonic Retirement 
Village.

* The Net Promoter Score is an index ranging from -100 to 100 that measures the willingness of 
customers to recommend RFBI to others.

RFBI’s network of 20 retirement villages 
spans across NSW and ACT and is home  
to over 1,000 older Australians.

RFBI Open Days and Spring Garden Festival
Each year RFBI Villages open their doors to their local 
communities and give people a chance to explore our 
Villages and experience first-hand the wonderful care 
we provide. As well as having lots of games, activities 
and opportunities to tour the village, we also take a 
moment to celebrate our retirement village gardens 
and the amazing work our residents undertake to 
keep them looking pristine. 
The Spring Garden Festival is a friendly competition 
held between our retirement residents to celebrate 
their ‘green thumbs’ and determine who has been 
able to present the best garden. Competition is fierce 
at many of the Villages with residents vying to take 
home the trophy.

Investing in our retirement communities
We are proud to have wonderful retirement 
communities in all of our locations. Over the past 
year we have refined our welcome approach, 
introducing a new Welcome Pack and Gift for 
residents as they enter into our village. We have also 
invested significantly in our units, refurbishing 44 
units across 16 villages.  
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FEATURE:

May Howlett
When May Howlett (left), 88, started having 
trouble maintaining her garden, she knew it was 
time to consider moving into a retirement village. 
“The garden was getting too hard for me. My 
arthritis affected the pulling and pinching motion 
on my fingers and I couldn’t afford to hire a 
regular gardener to maintain it for me,” May 
shared.
So when friends already living at RFBI Moss Vale 
Masonic Retirement Village recommended she 
move in, she knew it was the right place for her 
and was delighted when a unit became available 
at the end of 2015. 
“I was thrilled when I was told that there was a 
unit available in the Village,” commented May.
“I already had some friends who were living in 
the Village but as soon as I moved in, I made even 
more!” 
Since moving into the Village, May is regularly 
involved in social activities with her neighbours 
and enjoys having a good laugh. 
“May leads such a busy lifestyle, she is always 
out and about,” said Uma Mohan, Customer 
Experience Officer, who regularly visits the Village.
“I have been living in the Village for almost four 
years now and I don’t think I could have chosen a 
better, happier place. Everyone in this community 
is always happy to help and listen to each other. 
We all get along famously and respect each 
other’s privacy,” said May.

I have been living in 
the Village for almost 

four years now and I 
don’t think I could have 
chosen a better, happier 
place.

May Howlett,  
RFBI Moss Vale Masonic 

Retirement Village

“
NSW

AC T
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SOUTHERN REGION

Anthony White 
Regional General Manager

The Southern Region lost 
an inspirational leader this 
year when Linda Goodfellow 
decided to retire and spend her 
days on the South Coast. She 
was a great leader and a valued 
mentor during her tenure and 
we all wish her the very best in 
her retirement. 
I am very proud of our teams across 
the Southern Region successfully 
achieving full accreditation, meeting 
outcomes and standards required by 
the Australian Aged Care Quality and 
Safety Commission and Food Authority.
I thank all our General Managers, Care 
Managers and their hardworking staff 
for the care they have provided to our 
residents. I also thank our volunteers 
who are valued members of our team 
and make a big difference to the lives 
of our residents. 
I especially thank the Regional 
Management Team for their support 
and in particular Louanne Riboldi, who 
has guided me throughout the year.

RFBI Basin View Masonic Village 
and Retirement Village

Melinda Benson, General Manager 
It has been another fun-filled year at 
RFBI Basin View Masonic Village with a 
variety of events and celebrations held 
throughout the year. Residents have 
enjoyed a vast variety of activities, 
including regular outings to the 
cinema, fishing trips, scenic coastal 
drives as well as entertainment from 
performing artists such as Morning 
Melodies. 
We launched our ‘Thank You’ program 
to encourage staff to show their 
appreciation for their fellow staff 
members and create another platform 
through which we can acknowledge 
their dedication and commitment. 
Our wonderful team of regular 
volunteers and auxiliary members 
have also been busy and held a very 
successful garage sale to raise enough 
funds to provide furnishings for our 
new BBQ Area. 

RFBI Berry Masonic Village and 
Retirement Village

Katherine Scarcella, General 
Manager
We welcomed Rachel Bourke as our 
Care Manager who has been an inspiring 
addition to the management team. Her 
new ideas and enthusiasm have created 
a wonderful Village atmosphere for all.
We are very excited about refur-
bishment plans that will see our 
village updated and expanded. This 
was particularly obvious during our 
Corporate Partners Volunteer Week 
when our project management 
partners were surprised with 
overwhelming interest from our 
residents and volunteers. 
Birthdays are a joyous occasion and 
this year we were delighted to make 

Eunice Logan’s 100th birthday wish 
come true by arranging for her a ride 
on a Harley-Davidson motorcycle.

RFBI Goulburn Masonic Village and 
Retirement Village

Leslie Carter, General Manager
This year, we welcomed Leslie Carter 
as General Manager and Lisa Cotterill 
who replaced Narelle Jones as Care 
Manager. While it was sad to see 
Narelle step down, after five years, she 
is still a big part of our family as an 
ACFI Care Assessment Coordinator. 

Sharee McIntosh, Lifestyle Supervisor 
has taken great pleasure in making 
wishes come true through our Make 
My Wish program. We have now 
fulfilled 16 residents’ wishes, from 
ballroom dancing, concerts and a range 
of other experiences.  

RFBI Leeton Masonic Village and 
Retirement Village

Judith Dahlenburg, General Manager
We welcomed Carolyn Cheetham who 
took over the role as Care Manager 
from Pam Elliot who sadly retired 
from her role after 19 years of service. 
Pam has been a valued member of 
our family since the Village started 
operations in 2000. 

Our local recruitment program was 
a success and we have doubled the 
number of registered nurses within 
our Village. We are proud to continue 
providing high quality services to our 
local community. 

RFBI Moss Vale Masonic 
Retirement Village
Our wonderful Village has continued 
to enjoy full occupancy and a strong 
wait list. Many of our active retirement 
community members are keen 
gardeners and the Village has been 
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Care at Home offices: 1
Clients: 3
Care staff: 1

Retirement villages: 5
106 retirement units: 117
Occupancy: 92%

 

Residential care villages: 5
Residential beds: 247 
Occupancy: 95%
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participating in RFBI’s Spring Garden 
Festival for many years. As always, 
there was stiff competition for who 
would take home the trophy and this 
year’s winners, Judith and David, were 
very pleased to have won. 
Another highlight for our retirement 
community is the annual Christmas 
celebration. This year, residents 
organised a wonderful lunch at a local 
Chinese restaurant where everyone 
had a great time celebrating the festive 
season. 

RFBI West Wyalong Masonic 
Village

Anthony White, Regional General 
Manager 

Rachel Schultz was promoted to 
Catering Manager early this year when 
Dianne Douglas retired in January 
and has done an amazing job to 
ensure all resident preferences are 
accommodated in our menus. 
Our residents have enjoyed a range of 
activities including monthly fine dining 
restaurant days, Men’s Shed group and 
regular visits from children in our local 
childcare centres. The opening of the 
Waratah Gym has also been popular, 
with many residents participating in 
weekly activities.
We proudly donated $500 to Brower’s 
13th Charity Walk and are extremely 
grateful for the support we receive 
from the Waratah Village Association.

Top: Eunice Logan, resident at RFBI Berry 
Masonic Village celebrating her 100th 
birthday on a Harley-Davidson motorcycle.

Centre: Residents at RFBI Basin View 
Masonic Village enjoyed a bus trip to Lake 
Conjola.

Right: Making Shirley Granger's wish to see 
Daniel O'Donnell perform live come true with 
her daughter, Kim, Sharee and Rita Williams, 
another resident and fan. 
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HUNTER REGION

Toni Giles 
Regional General Manager

It has been a big year for the 
Hunter Region with lots of 
changes not only happening 
within the industry but also 
within our management 
structure and key personnel. 
Despite this, the region has 
continued to thrive and I feel 
privileged to have worked 
alongside our dedicated, 
professional and compassionate 
team.
The great care and services we provide 
is only possible through our amazing 
staff. I thank all the General Managers 
of the Hunter Region for their hard 
work, commitment, leadership, 
patience, passion and support. I also 
thank our volunteers and staff for their 
enthusiasm in caring for our residents, 
consistently demonstrating kindness, 
strength, empathy and professionalism.
Thank you to CEO Frank Price for the 
opportunity afforded to me and to 
the Leadership Team for your support. 
Finally, I thank my fellow Regional 
Managers for their guidance, counsel, 

wisdom and friendship, as well as a 
personal thank you to Louanne Riboldi 
who selflessly continues to provide 
unwavering support when we need it 
most.

RFBI Benhome Masonic Village 

Bernard Beatty, Acting General 
Manager
On 3 April, The Maitland Benevolent 
Society announced the sale of 
Benhome to RFBI and on 1 May, we 
officially took ownership. We were 
delighted to welcome back Linda 
Goodfellow as Project Manager to 
support the transition plan, with the 
help of Bernard Beatty, who is General 
Manager at our Village in Glen Innes. 
Together they have supported the 
team and successfully achieved re-
accreditation. 

The acquisition also saw RFBI take 
over their home care services and Toni 
Gemmell, along with Debbie Wilkinson, 
worked hard to ensure a smooth 
transition for the team and clients 
as they moved across to RFBI Care at 
Home. 
In honour of Benhome’s heritage, the 
‘Benhome’ name has been embraced 
within our own naming convention 
and the village is now called RFBI 
Benhome Masonic Village.

RFBI Cessnock Masonic Village and 
Retirement Village

Trudy Bailey, General Manager
The retirement of long time General 
Manager, Sharryn McDonald, saw 
some significant changes for our 
Village including the appointment 
of Trudy Bailey as General Manger 
and Jamie Burke as Care Manager. 
Both Trudy and Jamie have provided 
wonderful leadership to the team, 
successfully guiding them through this 
transition and successfully achieved 
re-accreditation earlier this year. 

Retirement villages: 6 
Retirement units: 476 

Occupancy: 80%
 

Residential care villages: 7
Residential beds: 615 
Occupancy: 93% 
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Above from left: John Cleary, former Benhome 
CEO, David Adams, RFBI Chairman, Bob 
Geoghegan, The Maitland Benevolent Society 
Ltd Chair and Frank Price, CEO at the official 
handover of Benhome.

Care at Home offices: 5
Clients: 249 
Care staff: 55
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Yvonne Donaldson, Registered Nurse, 
is a valued member of the team and 
was delighted when her ‘Door Decal’ 
idea, submitted through the ‘Care 
to Share’ Innovation Program, was 
rolled out across multiple villages. Her 
innovative idea helped residents living 
with dementia to easily recognise 
their room by personalising their 
bedroom doors.
We are excited about planned 
refurbishment works that will see 
most of the Village refreshed and 
the addition of a café, new entrance, 
dining area and wellness centre.

RFBI Hawkins Masonic Village  
and Retirement Village

Larissa Williams, General Manager
This year, our Village participated 
in the Newcastle Show and proudly 
brought home 1st Prize for our 
homemade condiments. We also 
donated toys to underprivileged 
children through the Newcastle Toy 
Run, established a partnership with 
Senior Smiles Dental Program to 
provide free onsite oral care to our 
residents and hosted MHERV.

Our retirement community has also 
been busy. They raised $6,000 to 
support our local farmers through 
their ‘Buy a Bale’ Barn Dance. 
Joyce Watt OAM, who has been 
associated with the Village since 
1974 and an active member of the 
retirement community, was honoured 
with the Lifetime Achievement Award 
for her Community Services. 

RFBI Kurri Kurri Masonic Village 

Pam Badior, General Manager
We have maintained a strong presence 
within the local community, hosting 
a number of successful events 
throughout the year. Highlights 
include our annual Open Day, 
Christmas Card Competition with local 
schools and our Christmas Carols on 
the Green. 
Inspired by the new RFBI Employee 
Wellness and Benefits Program, the 
Village team supported each other to 
live more healthily and engaged the 
help of a wellness coach who provided 
diet, exercise and work-life balance 
tips. 
Feedback from the team has been 
very positive and the results show it 
has had a significant impact on their 
overall health. 
The new resident operated café in our 
dementia unit has been very popular 
and proven to be a great way to bring 
residents, families and staff together. 
Due to overwhelming demand, the 
café is now running two days a week 
in different locations. 

RFBI Lake Haven Masonic Village 
and Retirement Village

James Figallo, General Manager
We welcomed James Figallo as General 
Manager who admirably led the team 
through accreditation. We are also 
very proud of our Hospitality Manager, 
Lindy Twyford, who was named 
‘Hospitality Manager of the Year’ in 
the annual Souped Up Hospitality & 
Lifestyle Aged Care Awards (HLACA).

Our amazing Maintenance Manager, 
George Butler, helped keep our Men’s 
Shed Group active, dedicating his 
time during work hours and also on 
weekends, to encourage and support 
participants.

RFBI Moonbi Masonic Village and 
Retirement Village

Debbie O'Shea, General Manager
It has been another busy year for our 
staff and residents with a full and 
varied lifestyle program and much 
work being done to support the 
implementation of the new Quality 
Standards from 1 July 2019. 
One of the favourite activities 
our residents enjoy is our Animal 
Therapy program, which incorporates 
regular exercise with visits to the 
neighbouring alpaca and sheep herds.
We have also fostered a great 
partnership with Kootingal’s Lions 
Club, with our residents and club 
members thoroughly enjoying regular 
BBQs. 

RFBI Tamworth Masonic Village 
and Retirement Villages

Elizabeth Diebold, General Manager
This year, we welcomed Robyn Gunter 
as our new Care Manager and she has 
been a valued addition to the Village 
management team. Our team has also 
been having lots of fun with FISH! 
and since the launch of the program 
has compiled a scrapbook full of 
compliments.
Residents have been involved in many 
great events throughout the year and 
a highlight each month is ‘Colour 
Day’, a day implemented to raise 
awareness of predominant health 
issues and sees all staff and some 
residents dressing up. 

Above: The Newcastle Toy Run received many 
donations from RFBI Hawkins Masonic Village 
and Retirement Village.
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“ Our residents and 
clients are amazingly 
talented people and it 
was a privilege to see 

their works on display.
Alana Parker,  

Chief Marketing Officer

54,093
HOURS OF SERVICE  VISITS  

48,575

CARE AT HOME

AT A GLANCE  |  CARE AT HOME

83

STAFF

376

CLIENTS

Operating from our RFBI Villages, our Care 
at Home team provides care and support to 
our retirement residents and local community 
members in 16 communities across NSW and ACT. 

Celebrating our residents' creative flair 
RFBI celebrated Seniors Week this year with colour and flare 
as our residents and clients showcased their creative talents 
in pop-up galleries in our Villages and in Seniors Week 
activities across NSW and ACT. Works of art showcased in 
our pop-up galleries included paintings, floral arrangements, 
sculptures created in the Men’s Shed and much more. 

New Pricing Schedule 
Much work has been done to prepare for the introduction 
of a new pricing schedule for all home care recipients. 
Introduced on 1 July 2019, it is designed to allow for 
easier comparison of home care provider pricing, the new 
pricing schedule requires providers to publish pricing for 
common services along with Package Management and 
Care Management fees. RFBI used this opportunity to add 
even greater value for our clients by introducing new Value 
Bundle discounts. The new Value Bundle discounts allow 
residents to access discounted service pricing without 
compromising their flexibility to choose the services they 
want, or when they want to receive them.

REGIONS

8

COMMUNITIES

 16
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Bev Lavery contacted RFBI Care at Home 
when she saw an advertisement in the local 
newspaper. At the time, she was receiving 
home care services through another provider 
and although she loved the person who 
provided her care, she was unhappy with the 
way her package was being managed. 
“When I called RFBI, it was such a breath of 
fresh air," said Bev.
Delwyn Schubach and Tiffany Emery are part 
of the New England RFBI Care at Home team 
and they have supported many people like 
Bev, who are looking for reliable services from 
someone they know and trust. 
“Spending time to get to know each of our 
clients is the first thing we do and is such an 
important part of our service," stated Del.
Switching between providers can be daunting, 
however our team assist our clients to make 
the transition as smooth and seamless as 
possible.
“The hardest part of changing provider for Bev 
was having to change carer, however, it didn’t 
take long for Bev to fall in love with her new 
carers,” commented Tiff.
“Del and Tiff are very compassionate, kind and 
always willing to help." said Bev.
Bev added, “I’m so delighted with RFBI Care at 
Home. I am always telling my friends, if you 
need home care, call Del and Tiff—you’ll never be 
sorry!”.

FEATURE:

Bev Lavery

“ When I called RFBI 
Care at Home it was such 
a breath of fresh air.

Bev Lavery, 
RFBI Care at Home Client

NSW

AC T
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Left: Delwyn Schubach and Tiffany Emery were 
nominated by their clients for outstanding 
customer service in the Tamworth Quality 
Business Awards.

 RFBI Care at 
Home was the only 

home care service 
nominated in the 2019 
Tamworth Quality 
Business Awards.

“
CARE AT HOME REPORT

 

Toni Gemmell
Regional General Manger

2018-2019 has seen continued 
growth in our home care 
services with an increase of 
18% in our clientele. 
We have also seen an increase in the 
care needs of our clients and across 
all our locations we are now caring 
for more high-level clients than ever 
before. 
To ensure our clients are able to 
receive care and services that they 
need in a way that they want, we 
are constantly identifying new and 
innovative ways to improve our service 
delivery and enhance the quality of life 
for our clients. 

We have upgraded our client 
management and financial systems 
to become more efficient in running 
our business. In September 2018, we 
launched CareVision, a bespoke system 
developed in collaboration with RFBI 
that allows for real time monitoring of 
service delivery as well as integrated 
scheduling and billing. 
New pricing legislation was announced 
and became mandatory on 1 July 
2019. Designed to provide greater 
transparency for consumers and easier 
comparison of prices, all providers 
were required to publish pricing on 
the ‘My Aged Care’ website in line 
with Commonwealth-prescribed 
specifications. 
In preparation for the new Quality 
Standards, a gap analysis was 
undertaken and an action plan 
developed to ensure that all of our 
home care services were prepared for 
the new standards and compliant from 
1 July. 
Our Lower Hunter, Central Coast and 
Dubbo services successfully undertook 
their quality Accreditation audit during 
the year. I am pleased to say that the 
audits revealed that we are providing 
excellent support and services to 
our clients, many of whom shared 
wonderful compliments with the 
auditors about their experiences with 
our service. 
ACT, New England and Mid North 
Coast services are waiting for a date 
for their upcoming Quality Audit.

The Lower Hunter service has seen 
the retirement of long-serving Care at 
Home Manager, Julie Hill and I wish 
her well in her retirement. 
Debbie Wilkinson, who has been 
assisting Julie to manage the 
service, has taken up Julie’s position 
and I congratulate Debbie on her 
appointment. Julie Schweinberger 
and Cassandra Waldron have been 
appointed as Service Coordinators to 
help Debbie manage the service. 
In May we welcomed the Benhome 
home care team and their clients into 
RFBI’s network of services. Debbie 
Wilkinson admirably supported both 
staff and our new clients throughout 
the transition ensuring this was as 
smooth and seamless as possible. 
RFBI Care at Home has also expanded 
in the south having recently opened 
a new service at Mount Gilead Estate 
located in Gilead, South Western 
Sydney near Campbelltown.
This new service is via a private 
partnership agreement with Human 
Touch Retirement, and sees us as the 
preferred —and only—onsite home care 
service to support their expanding 
retirement community. 
Despite the many changes and 
challenges we have faced this year,  
I am delighted by our results and the 
resilience shown by our team. I look 
forward to continuing our expansion 
to support more people in our 
communities to live comfortably and 
safely in their own home.  
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RFBI Care at Home is excited to 
have partnered with Human Touch 
Retirement to provide care and services 
to residents at Mount Gilead Estate, 
a lifestyle retirement village near 
Campbelltown. The Estate is expanding 
rapidly and when complete will have a 
total of 1,100 retirement units spread 
across 53 acres. 

A new Care at Home office has been 
established within the Village and the 
team has already met with many of the 
residents to explain about home care 
services, the benefits of choosing RFBI 
Care at Home and support their aged 
care journey.  

“We are very excited about our new 
partnership with RFBI,” commented 
Andrew Giles, General Manager of  
Mount Gilead Estate.

“Our residents are getting older and we 
don’t want them to have to move out 
just because they need care. Having 
RFBI Care at Home based onsite and 
able to meet their care needs means  
our residents will be able to continue 
living in their retirement home here 
within the estate and hopefully 
enjoying life to the full for longer.”

The partnership will also see every new 
resident receive a Welcome Bonus of 
$10,000 worth of home care services to 
ensure they are able to receive care and 
services when they need it.

“This is a really unique offering within 
the Retirement Living sector,” stated 
Frank Price, CEO.

“It is a great partnership and a real  
win for the residents of Mount Gilead  
Estate.”

Expanding our services

We are very excited 
about our new 

partnership with RFBI.

Andrew Giles,  
General Manager,  

Mount Gilead Estate

“

Above: Andrew Giles, General Manager of  
Mount Gilead Estate with residents.
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Below: RFBI Standards Transition Committee 
members, back row from left: Graeme Quinn, 
Kellie Upton, Sarah Churchyard, Trudy Locke, 
Jennifer Watson and Natalie Green. 

Front row: Residents John Gordon, Lynne 
Gordon and Owen Croft.

Sarah Churchyard 
Regional General Manager

What an exciting time in the 
aged care industry. Many 
changes have been introduced 
and RFBI is rising to the 
challenge. 

One of the major changes has been 
the creation of the Aged Care Quality 
and Safety Commission and new 
quality standards that commenced on  
1 July 2019.

The new Aged Care Quality standards 
place a strong emphasis on consumer 
outcomes and incorporates:
 » National Aged Care Mandatory 

Quality Indicator program which 
involves quarterly reporting to 
the Department of Health with 
information on pressure injuries, 
unplanned weight loss and use of 
physical restraint

 » A mandatory self-assessment of 
consumers receiving psychotropic 
medications to show evidence of 
non-pharmacological interventions 
being used prior to chemical 
restraint, discussions around 
the decision to restrain and the 
consent of the person responsible 
to administer these medications

To respond to these new requirements 
and move RFBI forward, RFBI ’s 
Board of Directors have supported 
the creation of the Quality and 
Development team. My team includes 
Jennifer Watson, Nurse Practitioner, 
and Kelly Upton, Clinical Systems 
trainer. 

We will also soon be adding a Clinical 
Nurse Educator to the team.
Since establishing this team, we have 
commenced using a new Quality 
System that combines all RFBI quality 
registers and standardises audits. 
Staff have received training and 
meetings were held with residents 
and persons responsible in all villages 
to gain input and feedback on the 
quality standards and new quality 
framework. We have also undertaken 
a review of RFBI policies to ensure 
they are compliant with the new 
Quality Standards.
To allow us to better train and educate 
staff, RFBI has invested in an online 
learning platform allowing us to 
deliver consistent training across our 
organisation. 
The platform allows staff access to 
over 300 courses, which they can 
complete in their own time and in 
a place that is convenient for them. 
It also allows us to allocate training 
courses to staff and structure 
packages for particular learning needs.
We look forward to bringing you more 
information as we move ahead in 
these challenging times.

QUALITY AND DEVELOPMENT REPORT
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Above left: John and Lynne Gordon.  
Above right: Owen Croft.

Our first Co-design Committee
When the Aged Care Quality and 
Safety Commission announced 
changes to the Aged Care Quality 
Standards, Sarah Churchyard, 
Regional General Manager 
for Quality and Development, 
established RFBI’s first co-design 
committee, a Standards Transition 
Committee comprised of both staff 
and consumers. 

This co-design committee worked 
together to review all areas of the 
standards and how we were meeting 
them. All members of the committee 
also participated in the training 
program delivered to staff about the 
new Quality Standards and our new 
approach to care services. 

The three dedicated consumers on 
the committee were Owen Croft, 
John and Lynne Gordon, who are all 
RFBI retirement residents and found 
being on the committee to be a 
valuable and rewarding experience. 

“When I was asked to be on the 
committee my first reaction was ‘oh 
no, they think I need care,” laughed 
Lynne.

“However it has been a privilege 
to be involved in assisting with 
the design of their new quality 
standards program and helping to 
roll out training to staff across RFBI.”

Owen Croft has been living in our 
RFBI Armidale Masonic Retirement 
Village for over 10 years and 
when he was invited to be on the 

committee to help guide RFBI’s 
transition to the new Quality 
Standards, he understood that it was 
going to be a big job that required a 
new way of thinking.

“Change in the aged care industry 
is inevitable. It will affect everyone, 
but I believe it is a good change.”

Owen had previously served on 
multiple advising committees and 
school councils and his experience 
brought a wealth of knowledge to 
the committee. 

“Working on this committee has 
given me great insight into the 
issues and concerns of RFBI staff 
and the lengths they go to, to 
ensure each resident gets the very 
best care,” commented Owen. “I am 
glad I was able to help.” 

John and Lynne Gordon were 
honoured to be part of this 
committee. They shared many 
great ideas, provided constructive 
feedback and invaluable consumer 
insights. 

“I was very honoured to be asked to 
come on board this committee, it 
was a wonderful opportunity for me 
to learn more about the aged care 
industry,” said John.

Lynne could not agree more, “I 
have learnt so much about how 
residential care villages are operated 
and I’m honoured to be part of 
introducing the new standards.” 

“ This committee has 
given me great insight 
into how RFBI ensures 
each resident gets the 
very best care.

Owen Croft,  
RFBI Armidale Masonic 

Retirement Village



38

RFBI is privileged to have over 
400 active volunteers who 
generously contribute their 
time to improve the quality of 
life of people in our care. 

National Volunteer Week

This year marks the 30th year of 
National Volunteer Week, the annual 
celebration to acknowledge the 
generous contribution of our nation’s 
volunteers. 
Throughout the week of 20 to 26 
May, Villages across RFBI held events 
to say thank you to all our volunteers  
who generously contribute their time, 
talents and services to assist our staff 
and residents. 

Corporate Partners  
Volunteer Week
We were excited to host more  
than 50 corporate partners from  
17 companies as part of our  
annual Corporate Partners  
Volunteer Week. Launched three 
years ago, our Corporate Partners 
Volunteer Week has allowed over 
120 of our corporate partners to 
spend a day at one of our Villages, 
see our staff in action and make a 
difference themselves to the lives of 
our residents. 
“It was wonderful to see RFBI staff 
interact with residents and uplifting 
for myself to make someone’s day. 
We’re ready for next year!” shared 
John Fallon from Warren Saunders 
Insurance Brokers who visited RFBI 
Lakemba Masonic Village.
Naseer Taseer from Zurich Financial 
Services spent a day with our 
team in Concord and said, “It was 
a privilege and pleasure to be part 
of the day. We look forward to 
participating on a regular basis.” 

 
 

I visit regularly 
and enjoy meeting new 
people. It gets you out 
and keeps your old 
brain working.

Arthur Riley, Volunteer,  
RFBI Holt Masonic Village

“

VOLUNTEERS

Meet our youngest 
volunteer
At RFBI Tamworth Masonic Village, there’s a 
special member of their team who lights up 
everyone’s day…and he’s as cute as a button! 
Kayne Bladen is just four years old and has 
been volunteering at the Village for the last 
three years along with his grandmother, Sue, 
who has been an integral member of the 
volunteer team for five years.
“When I became Kayne’s babysitter, I did not 
want to stop volunteering, so I ended up 
taking Kayne with me," commented Sue.
Residents and staff alike all look forward to 
Kayne’s regular visits and agree that he has 

Below: Corporate Partners Winc Pty Ltd 
lent a hand during Corporate Volunteers 
Week at RFBI Bathurst Masonic Village.
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made a positive contribution to life at 
the Village. As well as being the best 
volunteer he can be, he tells stories 
about having pillow fights with his 
siblings and wanting to be the Hulk 
when he grows up. 
Colleen Lenehan, resident of the Village 
said, “Kayne cheers up our day with 
his hugs and chats. He is so happy and 
adorable when he proudly shows us all 
his volunteer badge.” 
Fellow resident, Jim Lecerf, commented, 
“Kayne’s a good boy, he shakes our 
hands when he leaves and wishes us all 
a good day.” 

Staff at RFBI Tamworth Masonic Village 
admire Kayne for his presentation and 
beautiful manners. General Manager, 
Elizabeth Diebold commented, “When 
Kayne and other children visit, our 
residents are so happy and this brings 
back many memories for them.”
“It is particularly noticeable in those 
residents who are living with dementia. 
They engage physically and emotionally 
by putting out their arms ready to 
embrace them with a cuddle. The 
smiles on their faces are priceless, 
full of genuine love and happiness. 
The children react positively and it is 
beautiful to see.”

Above: Kayne’s personality brings light 
and joy to the residents of RFBI Tamworth 
Masonic Village.

    Want to volunteer?
If you want to get involved 
and become a valued RFBI 
volunteer, please contact 
your local RFBI Village or 
email volunteer@rfbi.com.au
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OUR VILLAGES

RFBI VILLAGE Contact Beds   Units
RFBI Armidale Masonic Village 
86 Box Hill Drive, Armidale NSW 2350

Natalie Green
armidale@rfbi.com.au

02 6770 1200 62 -

RFBI Armidale Masonic Retirement Village 
100 Cookes Road, Armidale NSW 2350

Natalie Green
armidale@rfbi.com.au

02 6770 1200 - 34

RFBI Basin View Masonic Village and Retirement Village 
130 The Wool Road, Basin View NSW 2540

Melinda Benson
basinview@rfbi.com.au

02 4412 5000 50 22

RFBI Bathurst Masonic Village and Retirement Village 
200 Stewart Street, Bathurst NSW 2795

Helen Armstrong
bathurst@rfbi.com.au

02 6324 0700 45 21

RFBI Bellingen Masonic Village 
38 Watson Street, Bellingen NSW 2454

Sue Beehag
bellingen@rfbi.com.au

02 6659 5300 54 -

RFBI Bellingen Masonic Retirement Village 
5-9 Robert Street Lane, Bellingen NSW 2454

Sue Beehag
bellingen@rfbi.com.au

02 6659 5300 - 16

RFBI Benhome Masonic Village 
30 Regent Street, Maitland NSW 2320

Susan Blyth
benhome@rfbi.com.au

02 4932 2700 98 -

RFBI Berry Masonic Village and Retirement Village 
41 Albany Street, Berry NSW 2535

Katherine Scarcella
berry@rfbi.com.au

02 4412 6000 40 34

RFBI Cessnock Masonic Village and Retirement Village 
30A West Ave, Cessnock 2325

Trudy Bailey
cessnock@rfbi.com.au

02 4993 2100 65 89

RFBI Coffs Harbour Masonic Village and Retirement Village 
33 Mackays Road, Coffs Harbour NSW 2450

Martin Bunyan
coffsharbour@rfbi.com.au

02 6650 2200 61 50

RFBI Concord Community Village 
4A Cavell Avenue, Rhodes NSW 2138

Leyda Suttor
concord@rfbi.com.au

02 9166 9500 62 -

RFBI Dubbo Masonic Village 
2A Capstan Drive, Dubbo NSW 2830

Cheryl Barnes
dubbo@rfbi.com.au

02 6800 1400 70 -

RFBI Dubbo Masonic Retirement Village 
Darby Close, Dubbo NSW 2830

Cheryl Barnes
dubbo@rfbi.com.au

02 6800 1400 - 45

RFBI Glen Innes Masonic Village and Retirement Village 
175 Lambeth Street, Glen Innes 2370

Bernard Beatty
gleninnes@rfbi.com.au

02 5733 1000 62 6

RFBI Goulburn Masonic Village and Retirement Village 
10 Long Street, Goulburn NSW 2580

Leslie Carter
goulburn@rfbi.com.au

02 4826 9000 43 41

RFBI Hawkins Masonic Village and Retirement Village 
3 Northville Drive, Edgeworth NSW 2285

Larissa Williams
hawkins@rfbi.com.au

02 4946 3299 131 178

RFBI Holt Masonic Village and Retirement Village 
138 Hardwick Crescent, Holt ACT 2615

Faye Saunders
holt@rfbi.com.au

02 6123 9300 53 48

RFBI Kurri Kurri Masonic Village 
412 Lang Street, Kurri Kurri NSW 2327

Pam Badior
kurrikurri@rfbi.com.au

02 4937 0000 91 -

RFBI Lake Haven Masonic Village and Retirement Village 
12-16 Christopher Crescent, Lake Haven NSW 2263

James Figallo
lakehaven@rfbi.com.au

02 4393 7666 65 158

RFBI Lakemba Masonic Village 
72 Sproule Street, Lakemba 2195

Attie Cheng
lakemba@rfbi.com.au

02 9393 7700 50 -

RFBI Leeton Masonic Village and Retirement Village 
71-79 Karri Road, Leeton NSW 2705

Judith Dahlenburg
leeton@rfbi.com.au

02 6953 9300 46 10
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RFBI VILLAGE Contact Beds   Units

RFBI Moonbi Masonic Village and Retirement Village 
52 Churchill Drive, Moonbi NSW 2353

Debbie O'Shea
moonbi@rfbi.com.au

02 6766 0400 87 33

RFBI Moss Vale Masonic Retirement Village 
52 Elizabeth Street, Moss Vale NSW 2577

Philip Jones
admin@rfbi.com.au       

02 9166 9500 - 10

RFBI Pearce Masonic Retirement Village 
7 Shepherd Street, Pearce ACT 2607

Faye Saunders
pearce@rfbi.com.au

02 6123 9300 - 36

RFBI Raleigh Urunga Masonic Village 
191 Old Pacific Highway, Raleigh NSW 2454

Marie Newcombe
raleighurunga@rfbi.com.au

02 6692 4400 58 -

RFBI Roselands Masonic Retirement Village 
161-163 Moorefields Road, Roselands NSW 2196

Attie Cheng
lakemba@rfbi.com.au

02 9393 7700 - 24

RFBI Tamworth Masonic Village 
14-16 Kitchener Street, Tamworth NSW 2340

Elizabeth Diebold
tamworth@rfbi.com.au

02 6764 5800 62 -

RFBI Tamworth Masonic Retirement Village  
Campbell Court, 44 Bourke Street, Tamworth NSW 2340 

Elizabeth Diebold
tamworth@rfbi.com.au

02 6764 5800 - 6

RFBI Tamworth Masonic Retirement Village  
Smith Court, 36 Piper Street, Tamworth NSW 2340 

Elizabeth Diebold
tamworth@rfbi.com.au

02 6764 5800 - 12

RFBI West Wyalong Masonic Village 
64 Ungarie Road, West Wyalong NSW 2671

Anthony White
westwyalong@rfbi.com.au

02 6970 1500 63 -

TOTAL 1,418 873
 

CARE AT HOME Contact

ACT and Southern Tablelands
• 138 Hardwick Crescent, Holt ACT 2615
• 10 Long Street, Goulburn NSW 2580

Nicole Quirk
care.act@rfbi.com.au

02 6123 9310

Central Coast 
12-16 Christopher Crescent, Lake Haven NSW 2263

Corey Robson
care.cc@rfbi.com.au

02 4393 7608

Lower Hunter 
• 412 Lang Street, Kurri Kurri NSW 2327
• 30 Regent Street, Maitland NSW 2320
• 3 Northville Drive, Edgeworth NSW 2285

Debbie Wilkinson
care.lh@rfbi.com.au      

02 9436 4044

Mid North Coast 
191 Old Pacific Highway, Raleigh NSW 2454

Helen Smith
care.mnc@rfbi.com.au

02 6692 4455

New England 
• 16 Kitchener Street, Tamworth NSW 2340
• 86 Box Hill Drive, Armidale NSW 2340

Delwyn Schubach
care.ne@rfbi.com.au

02 6761 3844

Orana 
2A Capstan Drive, Dubbo NSW 2830

Natalie McHarg
care.dub@rfbi.com.au

02 6800 1470

South Western Sydney 
72 Glendower Street, Campbelltown NSW 2560

Jennifer Edgell
care.mtg@rfbi.com.au

0455 272 445 



ABN: 76 115 117 274
ACNC Registered Charity
rfbi.com.au

“For the sake of the poor —of our own obligations—and the credit of 
the Order, it is hoped that a generous and universal support will be 

accorded to an Institution whose function will be to provide succour in 
distress and relief in necessity.”

RFBI philosophy, as espoused in 1880




