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  140 years of service

About RFBI

It takes a Village...  
and has done so for 140 years. 

Welcome to this 140th anniversary 
edition of Royal Freemasons’ 
Benevolent Institution (RFBI)  
Annual Review, 2019-2020.

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 140 
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.

See centre spread for our special 
edition timeline of all RFBI's 
achievements and milestones.

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.

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, good will 
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
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The pandemic has created the 
most significant changes. We have 
established a Crisis Management 
Team consisting of both Board and 
Executive Members which introduced 
a range of measures designed to 
keep the virus out of our villages and 
keep our residents, their families and 
staff safe. These measures have come 
at a significant cost and you will 
note in our financial report that our 
investment in PPE, additional staffing 
and technology has impacted our 
bottom line. 

However, we have been happy to 
wear these costs. The purchase of 
additional PPE, over $1.5 million 
worth, has helped reassure our staff, 
giving them comfort that they can 
come to work and provide care in 
a safe environment. The additional 
staffing and our investment in 
technology has also assisted our 
teams and made sure our residents 
are able to stay connected with their 
loved ones and enjoy their village 
life. Critical, absolutely, when they 
are unable to leave the village or 
receive visitors as they used to.

As well as marking this as one of 
the most challenging years we have 
experienced, 2020 will also go down 
in RFBI history as it is our 140th 
Anniversary. In October, 140 years 
ago a group of Freemasons decided 
together they could help those 
in need. Much has changed since 
this time, yet the commitment to 
enhancing people’s lives, espoused 
in our vision statement so long ago, 
remains the same. 

I also record we have had another 
change at Board level and I take 
this opportunity to welcome a new 
player, Bryan Gray, who has extensive 
experience in the financial sector. 

In closing I again thank our residents, 
their families and staff, for your 
patience and ongoing support and 
cooperation as we navigate to a new 
COVID-normal and for being part of 
our RFBI family. 

Many people say it takes a village 
to raise a child, well it also takes 
a village to provide great care to 
those in our society who are most 
vulnerable.

David J. Adams
Chairman

I wish to commence by 
expressing my sincere 
gratitude to our staff, residents 
and their families. This year 
has been a particularly 
challenging one and I have 
been reminded again and 
again just what a wonderful 
community we have across our 
network of services, and how 
by working together we can 
overcome anything.
For some time now much of NSW 
and ACT have been in severe drought 
and RFBI has been proud to support 
farming families who have been 
impacted. Then over summer NSW 
experienced our worst bushfire 
season in decades, followed by floods 
and now a global pandemic.

This year certainly has thrown up 
some challenges and with each of 
them our team has responded swiftly 
and professionally, ensuring everyone 
in our care remains healthy, happy 
and more importantly, safe. 
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One hundred and forty years ago 
the Freemasons’ Benevolent 
Institution was formed.
This is before Australia became 
Australia, when automobiles were a 
rarity and no one, well almost no one, 
lived to the ripe old age of sixty-five.

So you can imagine the excitement 
at RFBI as we prepared to celebrate 
our 140th anniversary in 2020. A 
roadshow of delights was being 
arranged that would visit all of our 
Villages throughout NSW and the ACT, 
so that all of our staff could be a part 
of the celebration. After all they have 
been on the same journey, one of 
caring and looking out for those that 
are in need.

The fires and the floods of 2019 
created a lot of angst for both RFBI 
and our staff as so many within our 
community had been personally 
affected and as the year was drawing 
to a close we were all looking forward 
to new beginnings and fresh hope 
with the new year…

Then everything as we had known it, 
ceased to be. Shaking hands, singing, 
visiting our loved ones in care—all 
gone. 

The Coronavirus caught the entire 
planet unaware.

I recall the Prime Minister Scott 
Morrison doing a live presentation 
saying that flights from China were 
being stopped, then in what seemed 
no time at all, all flights in had been 
stopped. 

I am so fortunate to be the CEO 
of a truly benevolent organisation 
that immediately put people ahead 
of profit. We formed our Crisis 
Management Team, comprised of the 
Leadership Team and directors from 
our board. We immediately reviewed 
the major risks and put into action 
mitigation strategies. 

We started recruiting additional 
staff, mainly to provide activities 
to our residents whilst visiting 
restrictions were in place, we sourced 
emergency food should we have a 
distribution problem. We sourced a 
minimum of 6 months supply of PPE 
so that we have it on hand should 
we have an outbreak. We put into 
place a pandemic outbreak plan 
with our Clinical Nurse Practitioner 
Jennifer Watson at the helm. 

Our Board of Directors started 
meeting weekly so that they were 
across the challenges and able to 
react immediately to any requests.

The Board was absolutely supportive 
of our risk mitigation strategies—
they knew that our primary 
responsibility was to our staff. My 
role as CEO of this organisation is 
to ensure our staff know that I am 
keeping them safe. Only then can 
they concentrate on what they do 
best—keeping our residents safe!

As a team we became stronger 
than we have ever been and more 
importantly we all knew that we 
had to look after our front line 
workers. They are, and always will be, 
the most critical people in our care 
chain. There are no words to express 
how much I admire and how grateful 
I am of my team. So I simply say 
thank you.

The message for our staff is a simple 
one—you know what you are doing 
so “trust the process” and this they 
have done wonderfully well.

During this past six months we can 
easily forget that there has been so 
much more than a pandemic. We can 
forget that the care that we provide 
to our residents and clients was 
acknowledged by RFBI receiving the 
ACSA ‘National Aged Care Provider of 
the Year’ award.

We can forget that we had a stream 
of capital projects in the pipeline 
that have had to be either shelved 
or delayed as we ensure that we 
have the cash to continue trading 
during this very uncertain time. 
We also forget that we finished the 
refurbishment of our Villages at Glen 
Innes and at Coffs Harbour and now 
have the best facilities for our staff 
and residents in these two locales.

But we must never forget our 
people, the ones that have helped 
make us the wonderful organisation 
that we are. I want to mention our 
Regional General Manager for the 
North Region Heather Nicholls who 
retired this year. Heather has been 
a dedicated manager at RFBI for 15 
years and she is much loved by all 
who know her. Her name will live on 
as we dedicate the café, actually tea 
house, in her honour and I hope that 
Heather will visit as often as possible 
because after all we are family.

Our financial results for the year 
2020 reflect a difficult time in our 
history and a difficult time for the 
industry. But just as this organisation 
has survived the Spanish Flu and the 
Great Depression. We have survived 
World War I and World War II and we 
shall also survive this pandemic. 

We will come out the other side a 
stronger more resilient company 
whilst maintaining our ethos of 
being there for those that need us.

Frank Price
Chief Executive Officer

YEARS OF SERVICE
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The James family has been a part of RFBI since 1932 
and it is with much sadness we bid farewell to one 
of our longest serving Directors, Douglas James RFD, 
who has retired. During his long tenure with the 
organisation, Douglas has made a huge and valuable 
contribution to RFBI and he will be fondly remembered.

As our Benevolence Director, Douglas oversaw our 
Annuity Scheme and Benevolence Program which, with 
his guidance and support, has allowed us to support 
hundreds of people in need. His passion for making the 
world a better place has also resulted in a long list of 
important research programs being funded by RFBI.

We thank Douglas for his enormous contribution and 
dedication to our organisation and wish him all the 
best in his retirement.

Top row from left:  
David J. Adams (Chairman), 
Jill Pretty (Deputy Chairman), 
Peter Ditzell, Douglas James 
RFD, Peter Lazar AM.
Bottom row from left:  
Alan Farrell, Roland Keller, 
Peter Mackinnon OAM,  
Roger Eaton.

Member              Attended     Meetings

Rt. W. Bro. David Adams 16 18

Jill Pretty 17 18

Rt. W. Bro. Douglas James RFD 11 16

Rt. W. Bro. Peter Lazar AM 14 18

Rt. W. Bro. Alan Farrell 14 18

W. Bro. Roland Keller 15 18

V. W. Bro. Peter Ditzell 17 18

Peter Mackinnon OAM 17 18

Roger Eaton 14 18

RFBI Board of Directors attendancesFarewell and best wishes to Douglas James, RFD
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Board members

RFBI’s Board of Directors brings together a range of skills and experience within a framework 
of good corporate governance to ensure the ongoing success of the organisation.  



RFBI appointed its first Chief of People and Culture, 
Mary Galanopoulos in November 2019 to ensure our 
people are at the centre of everything we do. 

With over 18 years of human resource experience, 
Mary has a breadth of knowledge which will be 
used to refine our HR processes and strengthen our 
leadership capabilities at all levels of the organisation.

“I believe that empowering and supporting our teams 
are key to success,” said Mary.

"Now more than ever, it is crucial we listen to our 
people and find ways to help them be the best they 
can be."

A very warm welcome to our first Chief of 
People and Culture, Mary Galanopoulos

YEARS OF SERVICE
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Leadership team

RFBI’s Leadership team works with our Senior Leaders, General 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. 

Top row from left: Frank Price, 
Chief Executive Officer; James 
Shaw, Chief Financial Officer; 
Louanne Riboldi, Chief of 
Operations; Mary Galanopoulos, 
Chief of People and Culture.
Bottom row from left: Alana 
Parker, Chief Marketing Officer; 
Alyson Pearce, Chief of Strategy 
and Innovation; Andrew Alpe, 
Chief Information Officer.

The first Regional Management Team was created to provide assistance and 
support to regional staff, reporting directly to the CEO on the activities and 
performance of various regions.
The members from left: Bob Walker, Toni Gemmell, former RFBI CEO, 
Alex Shaw and Linda Goodfellow.

FLASHBACK | 2003



This year, RFBI refreshed its organisational 5-year Strategic Plan with a renewed focused on 
four pillars: growth and diversification, workforce, culture and benevolence. 

By 2024, 10% of people aged 75 years and older in the communities we serve,  
will benefit from an RFBI service.

None of us can do it alone. Across RFBI our teams work closely with our residents, clients, 
families, health care partners, business partners and local community members to achieve the 
best outcomes for those in our care. We can provide great care but it takes a village to create 

happy communities and peace of mind. 

To grow and build 
a workforce that is 

supported and equipped 
with the tools to  

become future leaders  
in aged care.

To be an organisation who 
supports a strong culture 

of feedback, listening and 
accessibility to enable 

staff to provide services 
that meet consumer 

needs and preferences.

To continue our 
Masonic heritage of 
delivering support 
in our communities 

through partnerships 
and with Lodges across 

NSW and ACT. 

Growth & 
Diversification Workforce Culture Benevolence

To enhance our existing 
service offerings across 

all areas and expand 
 our portfolio to  

include assisted and 
community living.

Creating happy communities and peace of mind

It takes  a Village ...

6   |  140 years of service
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• Established a Crisis Management 
Team. 

• Established an Outbreak 
Management Team made up of 
senior clinicians located across the 
organisation, ready to mobilise 
quickly in the event of a confirmed 
case at any RFBI Village or Care at 
Home service.

• We have had staff undertake 
additional mandatory training on 
infection prevention and control 
and we are carrying out additional 
cleaning at all villages.

• Established a Communications 
Support Team who are equipped 
to provide daily updates to family 
members in the event of an 
outbreak at an RFBI Village. 

• Introduced a new ‘Village 
Concierge’ role at each RFBI Village 
to support a variety of visiting 
options to keep residents and their 
loved ones connected.

• Launched an online visiting system, 
allowing families to book visiting 
appointments in advance and stay 
informed about the current pre-
entry screening requirements and 
visitor restrictions in place.

• Introduced strict pre-entry 
screening at all RFBI Villages which 
requires any person wishing to 
enter an RFBI Village to complete 
a pre-entry declaration, have 
their temperature taken and 
show evidence of their up to date 
influenza vaccination.

• We continue to admit new 
residents, however all new residents 
undergo a pre-entry screen and risk 
assessment to ensure they do not 
put any of our current residents or 
staff at risk.

• We have purchased over $1.5M 
worth of additional PPE, so  
it is on hand should we need it.

• Expanded our activities programs 
and introduced additional hours for 
our Leisure and Lifestyle teams.

• We are conducting welfare calls for 
Care at Home clients if they choose 
to pause their services and for our 
retirement residents. 

• Launched Coping with COVID-19, 
which provides handy hints and 
tips to help our clients, families and 
local communities stay healthy, 
happy and connected throughout 
this difficult period.

Since this time we have all had to adapt to a new way of 
living and working and we thank all of our local community 
members, families, residents, clients and staff for their 
ongoing commitment to keep socially distancing, self-isolate 
when required and maintain good hand hygiene. 

We also wish to say a very special thank you to our families 
for the support and cooperation they have given us since the 
start of the Coronavirus outbreak. 

The journey has not always been easy but by working 
together we have been able to ensure the best possible 
outcomes for our residents and keep them connected with 
their loved ones. 

Royal Commission into Aged  
Care Quality and Safety
The Royal Commission into Aged Care 
Quality and Safety was announced on 
8 October, 2018 to examine the current 
aged care system, identify what is 
working and what needs to change to 
meet the needs of older Australians 
moving forward.   

At the start of 2020, the 
Commissioners began the final stages 
of their work to define the aged care 
system we want moving forward and 
the changes needed to get there. 

This work was interrupted with the 
outbreak of Coronavirus and the 
Commissioners have been given an 
extension on the deadline for their  
final report and this is now due on  
26 February 2021. 

To find out more about the Royal 
Commission and read their interim 
report please go to their website 
agedcare.royalcommission.gov.au. 

RFBI’s response to COVID-19

On 12 March 2020 the World Health Organisation 
declared the Coronavirus a global pandemic and 
at RFBI we responded swiftly to keep our residents, 
clients and staff safe and the disease out of our 
villages.

RFBI CEO Frank Price (above left) accepts a donation of face 
masks from one of our valued corporate partners, Serko Ltd, as 
part of our ongoing efforts to keep staff and residents safe.
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Over the past twelve months 
people across NSW and ACT 
have suffered from drought, 
bushfires, flood and now a 
global pandemic which has 
left many unemployed or 
working reduced hours. 
More people than ever before are 
needing help and at RFBI, we are 
proud to be able to support our staff 
and local community members who 
have been directly impacted. 

Through our Benevolence Program 
RFBI supports people in a variety 
of ways including subsidised 
accommodation, provision of health 
equipment and aid, financial support 
and by funding important research 
projects. 

We have been proud to partner 
with the Men’s Health Education 
Rural Van (MHERV). RFBI has been 
supporting this important initiative 
for four years, providing funds for 
a Registered Nurse to tour across 
regional NSW so that men can 
receive free health checks. 

Despite the forced suspension of the 
tour due to the pandemic, between 
July 2019 and March 2020, MHERV 
managed to test over 650 men, 39 of 
whom required immediate medical 
treatment, and more than 50% were 
referred to their GP.

Another area that RFBI has been 
proud to support over the years is in 
caring for cancer sufferers. 

This year, RFBI donated $60,000 to 
cover a year’s worth of expenses for 
Can Assist Dubbo, a volunteer-driven 
charity committed to ensuring that 
those affected by cancer have access 
to treatment and care.

It is not just RFBI as an organisation 
that is committed to helping people 
though—it is a passion that binds 
our entire RFBI family together. At 
the peak of Australia’s devastating 
bushfire season, residents and staff 
at RFBI Villages in Holt, Bathurst and 
Cessnock organised fundraisers that 
raised over $2,300 for local RFS and 
Wildlife Associations. 

Other Village communities invested 
their time to show their appreciation 
by volunteering and delivering home-
made treats to those who risked their 
lives to save others.   

Annuitants
RFBI's Annuity Scheme commenced 
in 1892 and continues to provide 
ongoing financial support to 
individuals and families in need. 

Today, we proudly support 16 
annuitants, providing $5,650 every 
month in assistance.

 

Annuities Paid: $75,650

Benevolence in action 2019-2020

$1.31M Subsidised Accommodation: $885,207 

Benevolence Payments: $351,708

8   |  140 years of service

Benevolence

Thank you to our benefactors
Our benevolence work is made possible by the generous support and donations of our benefactors. No donation is too small 
and every dollar goes directly towards helping people in need. 

Est of the Late Lyall Lintott Green  $172,151

Est of Late Phillip Harris Davis  $20,913

Emorgo Foundation  $20,000

Est of Paul John  $10,000

McEwen Family Foundation  $10,000

Estate of the Late Barbara Mary Adams  $5,000

Masonic Brethren $13,141

Total $251,205 

Above: Ladies from RFBI Hawkins Masonic Village knitting 
mittens for koalas injured in the bushfires.

Below: RFBI Cessnock Masonic Village presenting a 
donation to their local fire brigade.



Your Charity In Action
Over the last financial year, RFBI provided 
over $350,000 through our Benevolence 
Program to support families and staff as well 
as fund important research. 

• $161,000 to support the 'Healthy gums and 
muscles for a healthy brain' program

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

• $60,000 to Can Assist in Dubbo to cover a 
year’s expenses to service the needs of people with 
cancer 

• $15,000 to Geurie Lions Club to support a 
Christmas gathering for farmers and their families

• Close to $15,000 to support RFBI employees: 
- one who was affected by the bushfires
- one who lost their home and loved one
- one to support the rehabilitation of their 

daugther after a car accident

• $6,600 to financially assist a young family 
whose five-year-old daughter has severe Autism

• Close to $5,000 worth of defibrillators to two 
Masonic Lodges

• Provided 49 beds and 27 mattresses to assist 
people in need in the Philippines at a cost of 
$4,400

• Provided $2,000 worth of short-term 
accommodation to an older person at risk of 
homelessness  

YEARS OF SERVICE
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Top: Gloucester Rotary Club NSW supporting MHERV.

Above: Mini Bushfire Appeal concert at RFBI Bathurst Masonic Village.

You can support those in 
need by making a donation 
or leaving a bequest to RFBI. 

Visit rfbi.com.au or send a 
cheque or money order to: 

RFBI, PO Box A2019 
Sydney South NSW 1235

“      We are very grateful 
for the ongoing support of 
RFBI which covers the cost 
of nursing services for a 
whole year. 

Adrian Payne, MHERV 
Project Leader



Farewell to Heather Nicholls
Heather Nicholls has been a part of 
the RFBI family for over 15 years. 
She first joined us as the General 
Manager for RFBI Coffs Harbour 
Masonic Village in November 2004, 
then became Regional General 
Manager for RFBI’s North Region. 

Throughout her time, Heather 
oversaw operations for five villages 
within her region which included 
all aspects of residential care and 
retirement living. She also guided 
the ACFI Team to ensure RFBI 
received appropriate funding for 
the great care we provide to our 
residents.  

Heather has provided strong 
support and advice on complex 
case management, service delivery 
issues, critical incidents and human 
resources issues to her General 
Managers.

“It has been my privilege to have 
worked with Heather, benefited from 
her wisdom and depth of knowledge, 
and the honour of calling her a 
friend," said Louanne Riboldi, COO.

"Her retirement is an enormous loss 
to both her team in the North and 
the funding team, but none more so 
than to our Regional team, where 
she has been pivotal to our success." 

10  |  140 years of service
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At RFBI we have always 
recognised that our staff 
are our most important 
asset and over the years we 
have introduced a range of 
initiatives and development 
pathways to ensure RFBI is a 
place where people love to 
work and are supported to 
achieve their career goals.

This year, as restrictions were 
introduced to control the spread of 
COVID-19, many businesses had to 
close their doors or reduce staff hours. 
In contrast, across RFBI we made the 
decision to grow our workforce to 
meet the needs of our residents and 
ensure we are prepared in the event 
we have an outbreak. We saw this as 
an opportunity to support our local 
community members and welcomed 
any who had been displaced by the 
pandemic to apply for a role with  
RFBI and see what a career in aged 
care could mean for them. 

Over the course of two months 
we introduced over 200 new staff 
members, knowing that not all would 
stay with us but hoping that some 
would discover the wonderful care 
we provide and like so many of our 
staff, would fall in love with their role 
at RFBI. 

Making sure our staff feel safe
As well as ensuring that our residents 
and clients are protected from the 
virus, right from the outset of the 
pandemic it has been important that 
our staff are also protected and feel 
safe coming to work.  

One of the major initiatives we 
commenced at the start of the 
outbreak was to invest in personal 
protective equipment (PPE). This was 
a major concern of our staff at the 
time and we knew how critical it 
would be to ensure we have enough 
on hand should we have an outbreak. 
Since the start of the pandemic we 
have purchased in excess of $1.5 
million worth of PPE. 

Every village has an outbreak supply 
kit and we have reserve stock piles 
to distribute as needed so our staff 
never have to go short. 

As frontline health workers during 
this pandemic, it has also been 
important for us that our staff know 
just how valued they are and how 
appreciative we all are of their efforts. 

In May, our Board of Directors 
produced a special thank you video 
for staff, passing on their personal 
thanks and appreciation for the work 
they do. 

30 year milestone for Jo Maier
RFBI is proud to have a stable workforce that not only 
showcases a skilled and knowledgeable team but also 
provides continuity of care for our residents and clients. 

This year we were delighted to celebrate with close to 200 
staff who celebrated a work anniversary of five or more 
years with RFBI.

One of our longest serving staff members is Jo Maier (left), 
a Registered Nurse at RFBI Bellingen Masonic Village, who 
recently reached her 30-year milestone.

“Being a Registered Nurse is something I always wanted 
to do and am lucky enough to do what I love for such a 
friendly organisation for so many years,” shared Jo.



Thank you for all your years of service
This year we said farewell to four of our dedicated 
long-standing staff. 

Below: Robert Northey, RFBI Moonbi Masonic Village, enjoys a 
memorable farewell from colleagues and friends.

Congratulations to all our staff!
Congratulations to the following RFBI staff on 
their Years of Service Awards.

YEARS OF SERVICE

   RFBI Annual Review 2019-2020  | 11

15 years Village

Anne Dand RFBI Head Office

Annette Currie RFBI Kurri Kurri Masonic Village

Aster Araya RFBI Lakemba Masonic Village

Bernadette Mather RFBI Armidale Masonic Village

Coral Thrift RFBI Armidale Masonic Village

Debbie Kirkland RFBI Kurri Kurri Masonic Village

Debbie Lloyd RFBI Tamworth Masonic Village

Debra Mckinney RFBI Moonbi Masonic Village

Elizabeth Mcmahon RFBI Bellingen Masonic Village

Heather Nicholls RFBI Head Office

Jenny Hutson RFBI Tamworth Masonic Village

Jody Knight RFBI Kurri Kurri Masonic Village

Judith Defries RFBI Kurri Kurri Masonic Village

Kalala Potaua RFBI Lakemba Masonic Village

Kylie Elaine Iserief RFBI Lake Haven Masonic Village

Leigh Hamson RFBI Benhome Masonic Village

Margaret Jenkinson RFBI Head Office

Maxine Mcneil RFBI Coffs Harbour Masonic Village

Michael Goodwin RFBI Cessnock Masonic Village

Michelle Gray RFBI Goulburn Masonic Village

Nicole Smith RFBI Lake Haven Masonic Village

Oxana Leonov RFBI Concord Community Village

Ronald Strudwick RFBI Lake Haven Masonic Village

Rosa Geatches Care At Home - Lower Hunter

Sarah Obrien RFBI Holt Masonic Village

Sharon Jones RFBI Lakemba Masonic Village

Tracey Lawley Care At Home - ACT

Trevor Kennedy RFBI Kurri Kurri Masonic Village

20 years

Beverley Heyman RFBI West Wyalong Masonic Village

Helen Smith Care at Home - Mid North Coast

Karryl Welsh RFBI Bellingen Masonic Village

Kimberley Rowatt RFBI West Wyalong Masonic Village

Leanne Caplick RFBI Cessnock Masonic Village

Ross Taylor RFBI West Wyalong Masonic Village

Sandra Lascelles RFBI Kurri Kurri Masonic Village 

25 years

Catherine Heritage RFBI Holt Masonic Village

Deborah Hall RFBI Bathurst Masonic Village

Kim Owen RFBI Kurri Kurri Masonic Village

Leonie Salkevich RFBI Kurri Kurri Masonic Village

Monique Clare RFBI Tamworth Masonic Village

Robyn Vidler RFBI Moonbi Masonic Village

30 years

Jo-Anne Maier RFBI Bellingen Masonic Village

Kim Kerr RFBI West Wyalong Masonic Village

RFBI is fortunate to have had many staff enjoy a long 
and rewarding career with us. 

We thank (clockwise from top left) Heather Nicholls, 
Regional General Manager (North); Martin Bunyan, 
General Manager, Coffs Harbour Masonic Village; Toni 
Gemmell, Regional General Manager, RFBI Care at Home 
and Robert Northey (below) for all the great things they 
have contributed during their time with RFBI and wish 
them all the best in their future endeavours.

Collectively we 
have celebrated 190 
employees who have 
given an incredible 
1,685 years of 
dedicated service to 
provide quality care 
and service to our 
residents.

“



I thank Jennifer Watson, our in-
house Clinical Nurse Practitioner and 
Deborah Cowler our Regional General 
Manager for Quality and Education, 
for regularly reviewing our procedures 
and keeping up to date with new 
information and recommendations 
from the Department of Health. 
It is encouraging to have received 
acknowledgment from the Public 
Health Unit that what we are doing is 
an excellent way to protect those we 
care for.

Amidst our challenges last year, our 
teams successfully implemented the 
new Aged Care Quality Standards and 
we were thrilled to celebrate several 
awards for the care and services 
we provide older people in our 
communities. I am particularly proud 
of RFBI being named ‘2019 National 
Provider of the Year’ by our peak body, 
ACSA. These awards are a testament 
to our organisation’s innovation and 
commitment to our residents and 
clients.

Part of our care approach to ensuring 
our residents receive holistic care is 
through good nutrition. After much 
consultation with our residents by our 
Catering Managers and Supervisors 
we launched our new seasonal menu 
in October 2019. The menu has been 
based on our residents' favourite 
recipes and we are delighted to have 
received very positive feedback from 
residents on the taste, presentation 
and variety of menu options. 

A key element of our new strategic 
plan is to meet the growing demand 
for home care services and to achieve 
this we have created a new structure 
for our Care at Home team. 

The new structure will incorporate 
additional management support 
in each region as well as dedicated 
administrative roles so that we 
can continue to provide a local, 
personalised service that is flexible to 
our clients' needs. 

Our Retirement Living services 
were also presented with a number 
of challenges this year with the 
introduction of new legislation around 
complaint management, reporting 
and management of elder abuse and 
fire evacuation. As always, our team 
has responded well and we have 
implemented new procedures and 
processes to meet these requirements. 

This has been a most challenging 
year in aged care and for RFBI. Our 
achievements are only possible when 
an organisation has great people 
working for it and I am very proud 
of our teams. None more so than 
our Regional General Managers who 
have provided support and guidance 
to their Villages and never failed to 
lead by example. They are setting us 
up to continue to evolve and succeed 
moving into the future.  

Louanne Riboldi
Chief of Operations

This year, more than ever, we 
have seen the passion and 
dedication of our hardworking 
staff shine through as they 
adapted to the constant 
change nature has brought. 
Be it drought, bushfire or 
global pandemic, our teams 
have done exemplary work 
in meeting the needs of our 
residents, clients and their 
families.

Over the summer, the threat of 
bushfires had several Villages on 
standby but thankfully none had 
to be evacuated. More recently, the 
outbreak of Coronavirus has created 
a unique situation for us all and we 
are proud to have robust infection 
prevention and control measures in 
place to minimise the risk to our staff, 
residents and clients.

       Our residents enjoy restaurant 
quality meals and we have received 
overwhelmingly positive feedback. 
We are delighted to work with Emma 
Stokes from Food Aware and Dr. 
Karen Abbey to not only provide 
delicious meals but ensure that we 
meet the nutritious needs of our 
residents.”
  Lindy Twyford, RFBI Dining
and Food Services Manager

Above: Residents at RFBI Lake Haven Masonic Village enjoying a meal from our 
new seasonal menu.

 “
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Far Left: Our Aged Care 
Heroes campaign recognised 
our dedicated staff. 

Our staff Coping with 
COVID-19 tips focussed on 
mental, social, physical and 
emotional health. 

GROWTH  

YEARS OF SERVICE
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People and culture report

Employment 2019-2020

Full Time
12%

Casual 26%

Part Time 62%

2,163
Total staff

RFBI STAFF: AT A GLANCE

MALE  

17%
15%

83%

FEMALE  

Mental Health Social Health

Coping with COVID-19

Physical Health Emotional Health

For handy hints and helpful 
tips visit our intranet

Keeping our team healthy and safe is vital. By looking after 
yourselves you can look after those around you.

In our May 2020 Staff Survey,  
97% of staff stated they feel that 

RFBI's response to COVID-19 is 
keeping them safe. 

GROWTH
There is no denying that the 
COVID-19 pandemic has shown 
us that people are much more 
adaptable and agile than we 
sometimes give them credit for.
Our teams across the whole 
organisation have been outstanding 
throughout this time and I am proud  
to have joined RFBI in late 2019 as 
Chief of People and Culture.

At RFBI, recruitment has continued 
to be a high priority. In March 2020, 
we shifted our recruitment focus to 
increase our pool of casual staff as a 
pro-active response to ensuring we had 
the necessary resources for COVID-19.

We formed a partnership with YMCA 
to recruit staff who were impacted 
by the pandemic and maintained 
close connections with TAFE NSW for 
potential candidates. 

We also registered our job vacancies 
on the ACSA Workforce Hub, the 
Government Job Hub board as well 
as advertised on multiple social 
networking platforms.

Over a two-month period, this 
recruitment drive was a great success 
and introduced 200 new employees, 
providing extra resources and 
support which were welcomed by 
our teams at our Villages.

Ensuring our staff are supported has 
always been important, but in light 
of all the challenges our teams have 
faced, and continue to face, ensuring 
we look after their mental health 
and wellbeing is essential. According 
to research conducted by Panadol, 
most Australians are experiencing 
higher levels of stress because of the 
COVID-19 crisis. 

• Over 70% said their work hours 
had increased since working from 
home, and

• 68% were finding it difficult to 
switch off

It is crucial that we listen to our 
people and find ways to help them 
cope. To do this, we have introduced 
our Coping with COVID-19 campaign 
sharing weekly tips for staff on how 
they can look after their emotional, 
physical and mental health and were 
delighted that 88% of staff said they 
found these tips to be helpful and 
informative. 

It is fair to say that many of the books 
and papers on workplace culture and 
practice will need to be rewritten in a 
post COVID-19 world.

It is my hope that by continuing 
to work together and support one 
another, we will not just survive but 
thrive. I look forward to working with 
everyone to achieve great things.

Mary Galanopoulos 
Chief of People and Culture



These last twelve months have 
been particularly challenging 
and since January much of 
our attention has focused on 
responding to the Coronavirus 
pandemic. However for our 
residents and clients, despite 
all of the challenges and 
difficulties our teams have 
faced, they continue to receive 
personalised, high quality care 
that supports them to live the 
best life possible.

Over the last five years we have 
placed a great emphasis on the 
customer experience we are creating 
and we regularly audit our team’s 
performance against our customer 
service standards. Feedback from 
our residents and clients in our 2019 
Annual Satisfaction Survey has been 

very positive with over 90% of our 
residents and clients rating their 
experience with RFBI as either good or 
excellent. 

Another area we have been focusing 
on is our communications and this 
has formed a key part of our response 
to the Coronavirus pandemic. Since 
March we have maintained regular 
communications with all of our 
internal and external stakeholders, 
keeping them informed as to what is 
happening and our response.  To help 
us reach our audiences quickly, we 
expanded the way we communicate, 
adding SMS messaging and social 
posts to our channel mix. We also 
created a dedicated Coronavirus 
page on our website so that people 
within our local communities can stay 
informed and up to date with our 
response. 

To better support face to face visits we 
introduced a new ‘Village Concierge’ 
role and a new online booking system, 
allowing families to book a range of 
visiting options with a resident via 
our website. We also launched our 
‘Coping with COVID-19’ campaign 
providing weekly tips for our residents, 
families, clients and local community 
members on how they can stay active, 
stay healthy, stay informed and 
importantly, stay connected. 

Within our Villages, our teams have 
continued to work hard to ensure our 
residents enjoy village life. 

Prior to the pandemic, in mid–late 2019, 
all RFBI Villages opened their doors for 
their Annual RFBI Open Day and Spring 
Garden Festival and welcomed local 
community members to join them for a 
day of fun. We were particularly pleased 
to have celebrity chef Geoff Jansz join us 
for our Open Day event at Lake Haven to 
perform a live cooking demonstration, 
showcasing items from our new seasonal 
menu. Attendees were treated with 
tastings of three dishes, all of which 
looked as good as they tasted.

Since the pandemic, activities within 
our villages have had to be run slightly 
differently, but this has not stopped our 
talented leisure and lifestyle teams from 
making life for our residents full of fun. 
Using technology, many of the classes 
and activities that our residents enjoy 
have been able to continue and to fill the 
gap made by not being able to go out of 
the village, our teams have introduced a 
range of new initiatives to keep residents 
and staff smiling.

So while things are a little bit different,  
due to the innovative approach and 
responsiveness of our teams, much also 
remains the same.   

Alana Parker 
Chief Marketing Officer

Retirement Living 
and Residential Care 
residents rated their 
experience living in 
their RFBI Village as 
good or excellent.

 

OUR RESIDENTS SAID...

Care at Home 
clients rated 

their support and 
services as good or 

excellent. 

Below: Tasting samples shared at our RFBI Lake  
Haven Masonic Village Open Day event presented  
by Jan Oldroyd and Nicole Vlamis of the Marketing Team. 

97% 91%
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It has certainly been a 
challenging year as everyday 
life changed for all of us over 
the last six months. At RFBI, 
we have focused on keeping 
our teams and those we care 
for safe and connected to their 
loved ones.
At the start of this financial year, 
we continued our journey to find 
ways through innovation and new 
opportunities to improve the quality 
of life for our residents and clients. 

We continued our focus on our 
catering services and were delighted 
to launch our new seasonal menu 
across all our Villages in September 
2019. Developed from a collection 
of our residents' favourite recipes, 
our Catering teams created a diverse 
menu to inspire conversation and 
memories at mealtime. We are 
pleased to receive extremely positive 
feedback from residents who have 
enjoyed the increased variety in their 
dining rooms.

We introduced an 'Additional 
Services' package, that provides a 
variety of activities and stimulation 
for our residents that is consistent 
across all our residential care villages 
at a subsidised cost. Together with a 
new phone and Trust account service, 
RFBI is able to deliver valued services 
to residents and their families. 

We are also exploring new services 
and technologies, and look forward to 
providing updates in the near future.

In October 2019, we opened RFBI’s 
first gym within RFBI Benhome 
Masonic Village's Wellness Centre. 
The gym is designed to improve 
the quality of life for our residents 
and create a bright open space for 
residents to have fun and enjoy 
exercising together. The exercise 
equipment was specifically chosen 
to improve balance and build leg 
and core strength to help prevent 
falls but keeping it easy to use. We 
were thrilled to have 19 residents 
register as soon as our new gym 
opened and even more surprised 
with our oldest but keenest gym 
visitor, a 99-year-old gentleman!

This financial year also saw 
the development of our new 
organisational 5-year Strategic 
Plan. Focussed on delivering across 
four strategic pillars of growth/ 
diversification, workforce, culture 
and benevolence, we will be 
enhancing the organisation’s aged 
care services in a manner that 
aligns with consumer expectations 
and future requirements. Initiatives 
are split across new product 
development, existing services 
enhancements and support activities 
to ensure the effective and efficient 
running of the organisation.

A key aspect of the new 
Strategic Plan is our 
‘Ageing at Home’ program 
and growth of our home 
care services. To inspire 
and inform our growth 
plans, we have undertaken 
research with Providers in 
New Zealand into service 
inclusions, pricing and 
challenges of Assisted 
Living Services with a view 
to adding this option to 
our care portfolio. 

Identifying and closing 
gaps in aged care services 
will help RFBI create 
greater choice and assist 
more clients to remain 
living safely at home for 
longer.

With the outbreak of the pandemic 
our strategic focus turned to 
developing a framework and clinical 
response. Formed at the start of 
the COVID-19 crisis, the Crisis 
Management Team meets regularly 
to review new information, cases, 
staff and client updates and PPE 
stock levels. Information from these 
meetings is shared immediately with 
the management team and staff to 
enable everyone to act on the new 
data instantly. 

The strength of this approach, 
communication framework and agile 
response to changing circumstances 
has highlighted the knowledge, 
professionalism and dedication of 
the entire RFBI team. Providing peace 
of mind has always been one of 
RFBI’s goals—never has this been so 
important and I have been privileged 
to be part of our team doing 
everything it can to live up to this 
goal and keep everyone in the RFBI 
family safe and well.  

Alyson Pearce 
Chief of Strategy and Innovation

Below: A resident at RFBI Benhome Masonic  
Village working out at RFBI's first gym.

YEARS OF SERVICE

   RFBI Annual Review 2019-2020  | 15

Strategy and innovation report



Operational Results
RFBI's operational results for the 
year was a loss of $3.79M. This result 
was then affected by an additional 
$1.61M of COVID-19 related costs, 
non-trading costs of $1.58M and 
prior year adjustments of $1.18M; 
resulting in a reported loss of 
$8.16M. 

Our revenue increased by 5.5% to 
$145M. In part this increase can be 
attributed to the introduction of 
Additional Services in residential care 
in October 2019. Our investment 
income declined by $1.3M from the 
prior year as a result of decreased 
interest rates. Government Funding 
equated to 64% of Total Income for 
the year with residents contributing 
32%. 

Our expenditure increased by 12.1% 
to $152M with the primary driver 
being increased labour costs. This 
increased by 16% to $104M or 
72% of Total Income. Our average 
residential care occupancy rate was 
down 0.6% to 93.5%, retirement 
living steady at 92% and our Care 
at Home services expanded with an 
additional 94 new clients by the end 
of the year.  

COVID-19 Impact
A key focus for RFBI since the 
outbreak of COVID-19 has been the 
safety of our residents, clients and 
staff. 

To ensure this safety and preparedness, 
RFBI incurred over $3M in additional 
staffing costs, training, payments 
to isolated employees exhibiting 
respiratory illness and personal 
protective equipment (PPE). 

A further $1M was spent creating 
stockpiles of PPE for our villages. 
These costs were partially offset by 
the receipt of Government assistance 
through various measures to the 
value of $1.4M.  

Sustainable Balance Sheet
For 140 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. 

Despite the difficult conditions 
we are facing, the attitude of 
putting people ahead of profits has 
increased our Total Assets by $10.9M 
to $405M. Our Financial Investments 
totalled $193M, an increase of 
$10M or 5.5%. Total Liabilities have 
increased by $19M to $291M.  

For-Purpose Dividend
As a public benevolent institution, 
RFBI continues to provide financial 
assistance to those in need as was 
espoused by our founders 140 years 
ago. 

During the pandemic, our assistance 
to members of our community is 
more important than ever before. 
This year we have supported many 
communities through:

Annuities                          $75,650

Benevolent Grants        $351,708

Subsidised Retirement  
Living Accommodation $885,207

Average Supported  
Resident Ratio 47%

Provision of Aged  
Services to Regional NSW 88%

It has been a challenging year and 
we look forward to what the new 
year will bring.

James Shaw
Chief Financial Officer

Royal Freemasons' Benevolent 
Institution has maintained a 
strong balance sheet despite 
suffering our worst financial 
performance in recent history.  

The aged care industry, and by 
default RFBI, continues to face 
an increasingly difficult operating 
environment. The continuation of the 
Royal Commission into Aged Care, 
funding cuts by the Government and 
shortages in the labour market have 
been compounded by the advent of 
the COVID-19 pandemic that has 
struck the world over. 

Setting aside the impact of COVID-19 
on the industry, the StewartBrown 
Aged Care Financial Performance 
Survey, an industry benchmarking 
survey, highlighted that over 60% 
of Aged Care Homes operated at a 
loss in the nine months leading up 
to March 2020. It also showed that 
whilst occupancy had decreased, the 
uplift in operating cost significantly 
outstripped funding increments.

The approximate industry average 
wage increase was 2.5% annually, 
however, the Government Subsidies 
increased by 1.4% leaving a shortfall 
of 1.1% which affected trading 
results of all providers.

16  |  140 years of service
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PERCENTAGE OF SUPPORTED/CONCESSIONAL 
RESIDENTS AT 30 JUNE 2020

SUBSIDISED RETIREMENT VILLAGES            $

Central Region 7,967 

Hunter Region 278,830 

Northern Region 103,233 

Southern Region 495,177 

TOTAL 885,207

AT A GLANCE  | FIANCIAL RESULTS

INCOME $

Care Income 123,622,350

Donations, Legacies and Bequests 415,722

Accommodation Income 16,094,882

Investment Income 4,782,357

Other Income 168,865

OPERATING REVENUE 145,084,177

EXPENSES

Labour Costs 107,636,507 

Residential Services 14,457,205 

Repairs and Maintenance 4,665,801 

Administration Costs 7,896,893 

Depreciation & Amortisation 13,350,502 

Utilities 4,807,032 

Annuities and Benevolence 427,358 

OPERATING EXPENDITURE 153,241,298

RESULT -8,157,121 

ASSETS   $

Current assets 198,017,296 

Non-current assets 207,830,499 

TOTAL ASSETS 405,847,795 

LIABILITIES $

Current liabilities 291,232,584 

Non-current liabilities 554,019 

TOTAL LIABILITIES 291,786,603 

NET ASSETS 114,061,192 

EQUITY $

Reserves 12,603,653 

Retained Earnings 101,457,539 

TOTAL EQUITY 114,061,192 

YEARS OF SERVICE
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It has no doubt been another busy year 
for our ACFI team! While many aged 
care providers struggled to maintain 
their financial viability, we have ensured 
that RFBI continues to receive the right 
funding for the care we provide.

Our ACFI team is proud to have adapted 
to the restrictions the pandemic placed 
upon us and has successfully provided 
training and education through video 
conferences. 

The flexibility of the ACFI team also 
meant that they have been supporting 
our village teams remotely from their 
own homes. 

We are sad to lose our ACFI Regional 
General Manager, Heather Nicholls to  
a well-earned retirement. I thank her  
for her continuous leadership to our 
team throughout the past ten years.

Anne Dand
Care Assessment Manager Above: RFBI ACFI Team
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As Robert Burns famously 
wrote, the best laid plans of 
mice and men often go awry.

When planning our IT projects for 
2020, who could have anticipated the 
worst season of bushfires in Australian 
history followed by a pandemic, the 
likes of which has not been seen in 
our lifetime?

Under other circumstances I would 
normally be writing about how we 
are delivering on our IT strategy 
to digitally enable our staff and 
residents. Instead, this year more 
than ever has been about keeping 
our residents and staff safe and 
connected.

As a regional aged care provider, 
the bushfires were of particular 
concern to RFBI. A number of RFBI 
villages had fires close by with 
damage to surrounding properties. 
RFBI has invested significantly in 

communications services to our 
villages and when mobile towers 
were damaged by the fires not only 
were we able to continue to operate 
but many staff came in to work to 
use our equipment to get in touch 
with their families when their own 
home services were unavailable.

Just when we thought the worst 
was over COVID-19 emerged. RFBI 
has taken every precaution to ensure 
the safety of our residents and staff. 
A necessary precaution has been to 
limit physical access to our villages. 
From an IT perspective this presented 
some challenges. How do we keep 
our residents in contact with their 
loved ones? How do we allow 
medical specialists to safely perform 
consultations? How do we deliver 
training to our workforce? How can 
we allow staff who are self-isolating 
to work from home? 

In the space of two weeks in 
March the RFBI IT team deployed 
over 150 mobile devices and 
video conferencing solutions to 
our villages. Online collaboration 
software was also deployed to allow 
key personnel to stay connected no 
matter where they were and our 
internal video conferencing solution 
LifeSize was made available to 
residents so that they could stay in 
touch with their loved ones. 

Since March, through this solution, 
we have managed 9,573 video calls 
with a total call time of 265,771 
minutes. Across all available video 

conferencing solutions we average 
630 video calls every week. All of 
these calls are provided with the 
assistance of our dedicated village 
lifestyle teams.

With visits limited and excursions 
banned it’s also encouraging to see 
residents making use of the newly 
installed smart TVs in their rooms.  
In any given week our residents 
collectively watch around 1,000 
hours of Netflix alone. If you ever 
need to get an update on what’s 
going on in Downton Abbey make 
sure to ask Mum first!

It has been incredible to see 
residents, staff and families pull 
together during these trying times. 
If I have learned anything from 
this year it’s what an amazing 
community we all share at RFBI. No 
complaints, just everyone pulling 
together to get the work done. 
Imagine what we’ll be able to achieve 
together next year.

Andrew Alpe
Chief Information Officer

Above: Mobile devices and video conferencing 
solutions sent to our Villages.

Left: The IT team on one of their weekly video 
meetings on LifeSize.

 Staff averaged 
630 video calls every 

week, allowing key 
personnel to stay 
connected no matter 
where they were.

“
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Sarah Churchyard
Regional General Manger

The Aged Care Quality 
standards came into effect 
on 1 July 2019 and after 
many months travelling the 
countryside last year to deliver 
training to all RFBI staff, we 
were well prepared for the 
changes.  
The National Aged Care Quality 
Indicator program also came into 
effect on 1 July 2019 and Villages 
are now required to report against 
the indicators every quarter, giving 
enhanced oversight at a management 
and Board level.

2019 also saw the introduction of the 
self-assessment tool for the use of 
psychotropic medications to identify 
the number of chemical restraints 
being used in aged care. 

This has encouraged a review of the 
use of all psychotropic medications 
and culminated in us producing a 
guide for staff on use of chemical 
restraints.

The Quality and Development team 
has supported these changes for 
the organisation as a group but also 
individually. These include:

• Jen Watson, our Clinical Nurse 
Practitioner, has been instrumental 
in driving the necessary changes 
to our policies and procedures, 
particularly our Clinical Procedures 
Manual. Jen has also used her 
knowledge and clinical expertise 
to guide our response to the 
Coronavirus pandemic and support 
our teams in all matters clinical. 

• Kellie Upton, our Clinical Systems 
Trainer, has grown this year taking 
on the extra responsibility of Altura 
Learning, our online learning 
platform. Kellie coordinates and 
educates staff on both this system 
and the iCare clinical record system. 

• Graeme Quinn is our Regional 
Finance Officer and has created 
many useful reports to allow 
managers to examine information 
and make changes to systems to 
increase efficiency. He will also be 
creating new training programs this 
year for managers to support their 
knowledge in aged care financials.

• Robyne Bragg is our Clinical Nurse 
Educator and the newest member 
of the team. She has been working 
hard to standardise the training 
offered to clinicians across the 
organisation to ensure a consistent 
standard of knowledge and care 
provided to our residents.

While COVID has put a hold on face to 
face training, many of our programs 
have been uploaded onto an online 
learning platform and our team have 
become very proficient at telephone 
and video conferencing to support 
staff.

The Clinical Governance committee 
has gone from strength to strength 
under the wise guidance of Heather 
Nicholls. We have also formed a Board 
Clinical Governance Committee which 
examines clinical reports and areas of 
clinical risk for the Board of Directors. 

We now also have a Clinical 
Governance working group led by  
Deb Cowler to respond to concerns 
and provide guidance to our clinical 
team.

We are very grateful to the Board of 
Directors for recognising the need 
to create this team and support its 
growth. It will be great to watch 
the new Regional General Manager 
Quality and Development, Deborah 
Cowler, take this team to even greater 
heights.

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.  

Above: Deborah Cowler, our new Regional 
General Manager, Quality and Development

 We are grateful to the Board of Directors for 
recognising the need to create this team and support 
its growth.

“
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Despite all of the changes we have 
experienced in the community, life in 
our villages has been good. 

Our residents have continued to enjoy 
fantastic food from our new seasonal 
menu and a wide variety of events 
and activities, including dress up days, 
theme days, and sing-a-longs.  

It takes  a Village 

To do this we have implemented a 
range of measures, often over and 
above what the government has 
required, and are constantly refining 
this as health advice changes or new 
information becomes available.

One of the most important measures 
we introduced early in the pandemic 
was to restrict access to visitors. To 
minimise the impact this decision 
had for residents and their loved 
ones,  we also immediately expanded 
our activities programs and rostered 
more staff to ensure that our 
residents could stay connected with 
their loved ones. 

We introduced balcony and window 
visits and invested in technology 
so that residents could speak more 
frequently with their loved ones over 
the phone and via video calls. 

We also introduced an online 
booking system and Village 
Concierge to support face to face 
visits and ensure that those visits 
were as comfortable and safe as 
possible. 

IT TAKES A VILLAGE  |  RESIDENTIAL CARE

The outbreak of Coronavirus (COVID-19) has created a unique 
situation for us all and as an aged care provider looking after 
those most at risk, our primary focus has always been, and 
continues to be, on keeping our residents, clients and staff  
safe and the disease out of our villages. 

“

Hours per week added to the  200 
leisure and lifestyle team 

Assisted video calls  6,291 

Face-to-face visits 943

Window visits 65

Average star rating by residents  4/5  
on new seasonal menu  

Created by Taylor Medlin
from the Noun Project

Created by Llisole
from the Noun Project

Created by Mourad Mokrane
from the Noun Project

Created by Luis Prado
from the Noun Project

To support the our residents and those who care for them.
With the help of dedicated lifestyle officers, weekly activities and 
individual attention help nurture and gave a sense of purpose and 
fulfillment to residents. The Lifestyle team work tirelessly to create 
an environment that is both stimulating and secure, so friendships 
can develop and skills can be mastered.

Our RFBI family is made up of 2,100 staff members  
who are united by a shared passion for people and 
regardless of role or location, work together to  
support each other and create the best outcomes for 
those in our care. But it takes a village to really create 
something special. 
That is why we work closely with our care referrers, 
health care partners, business partners and are  
fortunate to have over 400 volunteers who are 
as passionate as we are about looking after older 
Australians.
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Residential care

     My mother, Hedney Webb had 
been a resident for seven years. I 
would like to take this opportunity 
to acknowledge the wonderful 
environment, care and treatment 
given to Mum. 

She was deeply loved and admired by 
her children, grandchildren and great 
grandchildren and my observation 
was that same affection was given 
to Mum by all staff. You have a truly 
wonderful and professional Village, 
and our family will be forever  
grateful for the care you afforded 
Mum in these last years of her life.

Professor Grahame Webb, son  
of resident Hedney Webb,  
RFBI West Wyalong  
Masonic Village



Top: Residents from RFBI Lake Haven 
Masonic Village participating in ‘movement-
with-music’ class
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5-star meals
While many other things may be changing, the 
quality and variety of food our residents receive 
has not changed. And residents are still loving it!

As we have rolled out our new seasonal menu, we  
have asked residents to provide feedback on every 
meal we serve giving us important feedback on 
the quality, quantity and taste. Meals are refined 
until it achieves a minimum of an average 4 star 
rating. 

           Keeping our residents connected 
Since the outbreak of Coronavirus, Janine 
Williams, Administration Officer, RFBI Goulburn 
Masonic Village, has been putting together 
delightful weekly videos to share with family 
members, so they can see what goes on in the 
lives of their loved ones. 

Main image: Staff at RFBI Moonbi Masonic 
Village keep connections alive with a variety of 
games and conversation.



 

Heather Nicholls 
Regional General Manager

It is with great sadness that I 
write my final regional report 
this year. Over the past 15 
years, I am proud to have 
worked with amazing people 
across the whole organisation 
who have endured the hardest 
of times ever experienced in 
aged care. 
Drought, bushfires and even the 
pandemic have not prevented our 
team from providing high quality 
care to our residents, families and 
clients. 

I thank David Adams, Chairman, 
and all of our Directors, Frank Price, 
CEO, Louanne Riboldi and the rest 
of the Leadership Team for all their 
support and guidance. I would 
like to specially acknowledge all 
the General Managers and staff 
in the North Region, the Regional 
Management Team, ACFI and 
Clinical Governance teams as well 
as all the Head Office staff for this 
wonderful journey.

RFBI Armidale Masonic Village 
and Retirement Village

Natalie Green, General Manager
Our residents have benefited from 
many intergenerational programs 
that have allowed our residents and 
our younger community members to 
interact and share experiences. One of 
our programs is with Yarm Gwanga 
Childcare Centre, who regularly bring 
their students to the village to spend 
the day with residents playing games, 
reading and participating in arts and 
crafts. 

It has been equally important that we 
keep our retirement living community 
active. This year, residents from both 
our residential care and retirement 
living communities had the privilege 
to enjoy performances from the Rose 
Bay Secondary College Jazz Band and 
the Armidale Youth Orchestra.

Other activities included trips for High 
Tea at the local winery, our Hatching 
Chicks Program which provided our 
residents the opportunity to watch 
baby chicks hatch and grow and a 
very special visit from T-Rex that 
made our residents beam with joy.

RFBI Bellingen Masonic Village 
and Retirement Village

Sue Beehag, General Manager
This year we were delighted to have 
our renovation works completed and 
feedback from residents and families 
has been very positive with everyone 
loving the improved atmosphere the 
new look has created.

Last winter, we were fortunate to 
have met some great musicians from 
the Bello Winter Music Festival who 

generously donated their time to visit our 
Village and perform for our residents.

We have also welcomed two young trainees 
with a hospitality background who have 
shown an interest in Nursing. We are 
now supporting them to complete their 
Certificate III in Individual Support. 

Above: Musicians from the Bello Winter Music 
Festival performing for our residents at RFBI 
Bellingen Masonic Village 
Below: A visit from T-Rex at RFBI Armidale 
Masonic Village
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Retirement villages: 4
Retirement units: 106 

Occupancy: 80% 

Care at Home offices: 2
Clients: 56
Care staff: 9

Residential care villages: 5
Residential beds: 297
Occupancy: 95%



RFBI Coffs Harbour Masonic 
Village and Retirement Village

Sarah Churchyard, Acting General 
Manager
It has been a challenging year with 
our village community impacted by 
fires, drought and now COVID-19. 
We are fortunate to have residents 
who have been very understanding 
of the restrictions imposed on their 
movements and our staff have 
received wonderful feedback that 
their efforts are making our residents 
feel safe living in our Village.

Our Village has undergone major 
renovations to create a new 
entrance with undercover drive-
thru portico, the introduction of an 
indoor/outdoor cafe, new treatment 
rooms as well as a new dining room 
which has been particularly popular. 
We now look forward to stage two 
of the renovations to create a new 
activities space and wellness centre.

This year has also seen some 
changes to our management team 
with the retirement of Martin 
Bunyan, General Manager and 
Catherine Morrow, Retirement Living 
Liaison Officer. They will be missed. 

RFBI Raleigh Urunga Masonic 
Village

Marie Newcombe, General Manager
On 24 July 2019, we celebrated our 
5th Anniversary and incorporated 
with the celebrations was an award 
ceremony led by our CEO Frank 
Price who congratulated staff and 
volunteers for the wonderful work 
they do at our Village.

Our residents love to socialise so 
when our local McDonald's started 
providing free coffee and cake 
for seniors, we organised monthly 
morning teas with residents from 
our RFBI Villages in Bellingen and 
Coffs Harbour creating a regular 
opportunity for them to come 
together.

Intergenerational programs are an 
important part of our activities 

program and we are lucky to have 
strong relationships with our local 
schools which allow our residents 
and their students to interact and 
share experiences. Our residents 
particularly enjoyed participating in 
Urunga Public's Grandparents' Day 
and watching Repton Public's school 
play. 

RFBI Glen Innes Masonic Village 
and Retirement Village

Bernard Beatty, General Manager
Following our extensive refurbish-
ments we were delighted to have 
The Honourable Margaret Beazley AC 
QC, Governor of New South Wales 
officially re-open our village on 26 
February 2020. The ceremony was 
a celebration of the wonderful new 
amenities added to our Village and a 
great day was had by all.

We continue to keep our 
connections to our local 
communities strong and during 
the bushfires have supported those 
affected by providing them with gift 
cards.

We bid farewell to Lea McCarney, 
Care Manager of 10 years and 
Annette Ruming who retired after 
nearly 30 years working with our 
Catering Department. Jane Claxton 
has taken on the role of Care 
Manager and Pam Teschner is our 
new Quality Officer. We are also sad 
to see a long standing volunteer, 
Steve Ferris retire.

From left: CEO Frank Price, Director Douglas James 
RFD, Her Excellency the Hon. Margaret Beazley, AC 
QC, Governor of NSW, Chairman David J. Adams, and 
Director Peter Ditzell at the reopening of RFBI Glen 
Innes Masonic Village.
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Sanjila Verma 
Regional General Manager

The past year has continued 
to highlight the strength, 
resilience and dedication of 
our Central Region team. 
Despite the significant 
challenges felt right across the 
aged care sector I am proud 
of the high quality care that 
has been delivered by this 
team and the way they have 
transitioned across to the new 
Quality Standards.  
Our residents have continued to 
enjoy a wide range of activities 
and through technology, stayed 
connected with their friends, families 
and health care professionals.

Our region is delighted to welcome 
to our management team: Judith 
Davis, General Manager and Deborah 
Kelly, Care Manager at RFBI Dubbo 
Masonic Village and Leyda Suttor, 
General Manager of RFBI Concord 
Community Village.

I thank our residents and their 
representatives for their patience 
and understanding during these 
uncertain times. I also thank our 
staff and volunteers for their 
ongoing commitment to providing 
quality care. My sincere thanks to 
my colleagues and Louanne Riboldi, 
Chief of Operations for their ongoing 
support and guidance throughout 
the year.

RFBI Bathurst Masonic Village 
and Retirement Village

Cheryl Barnes, General Manager
Our team said goodbye to Helen 
Armstrong this year, as she moved 
to the Central Coast, and welcomed 
Cheryl Barnes, who transferred from 
RFBI Dubbo Masonic Village.

It has been a busy year filled with 
activities to support our local 
communities. Two popular activities 
were our bushfire appeal which raised 
$300 for the Wildlife Conservation 
and our Knitting Group, who 
together made 10 pouches for Koalas 
that were affected by the bushfires.

RFBI Concord Community Village 

Leyda Suttor, General Manager
We were fortunate not to have been 
directly affected by the bushfires 
that ravaged across NSW however 
the visitor restrictions introduced 
in response to the Coronavirus 
pandemic have been difficult for 
our residents. To keep our residents' 
spirits up, we have introduced a 
range of new activities and our 
team has worked hard to keep our 
residents connected with their loved 
ones. 

One of the new activities we have 
introduced that has been quite 
popular is our new cooking activity. 
It is also proving to have good health 
benefits as well, stimulating our 
residents’ sense of smell and has 
helped increase their appetite. Other 
fun new activities include fashion 
parades, cultural days and outdoor 
games.

Below: Students from Belconnen High School's 
Kindness Project

24  |  140 years of service

Regional report | Central

AT A GLANCE  |  CENTRAL REGION

Retirement villages: 5 

Retirement units: 174 

Occupancy: 87%

Residential care villages: 5
Residential beds: 280
Occupancy: 93%

Care at Home offices: 3
Clients: 104
Care staff: 17



RFBI Dubbo Masonic Village and 
Retirement Village

Judith Davis, General Manager
Our Village in Dubbo has seen 
many changes over the past year. 
We farewelled Cheryl Barnes and 
welcomed Judith Davis as our new 
General Manager and Deborah Kelly 
has joined our team as Care Manager. 
Both Judith and Deborah bring many 
years of nursing experience to the 
Village. 

The launch of our new seasonal 
menu has been well-received by our 
residents and our lifestyle team has 
kept our residents busy with various 
themed days and loads of activities. 
Two particularly fun days for 
residents were Crazy Hair Day where 
staff donned colourful wigs and 
Super Hero Day where staff dressed 
in their favourite super hero outfit.

RFBI Holt Masonic Village and 
Retirement Village

Faye Saunders, General Manager
Social distancing may have brought 
changes to the way lifestyle activities 
are run but it has not stopped our 
residents from enjoying concerts 
through their bedroom windows, 
participating in the Hatching Chicks 
Program or fine dining to celebrate 
special occasions.

We were delighted to receive 
funding this year on the back of 
our relationship with the University 
of Canberra, to allow a part-time 
pharmacist to work within our 
Village and support the safe use of 
medications. 

We have also partnered with Capital 
Health Network to deliver the High 
Intensity Service of the Next Step 
program that provides free online 
intensive psychological intervention 
to support our residents’ mental 
health.

Finally, we were honoured to be the 
recipient of Belconnen High School’s 
Kindness Project where students 
collected donations of handmade, 
home-grown and heartfelt gifts and 
delivered them to our residents.

RFBI Pearce Masonic Retirement 
Village 

Faye Saunders, General Manager
Our retirement community in Pearce 
is a tight knit community that enjoys 
coming together and supporting 
each other. As always, the annual 
Spring Garden Festival brings out the 
best in our residents and our gardens. 
It was with some pride that Lindsay 
Thompson took home first prize.

Another highlight for the retirement 
community this year was our annual 

Christmas celebration. Residents 
organised a delicious luncheon at 
the Burns Club and had a great day 
celebrating the festive season.  

RFBI Lakemba Masonic Village 

Attie Cheng, General Manager
In January 2020,  we welcomed our 
new Care Manager, Lauren Mathews, 
who has proved to be a valuable 
addition to the Village management 
team, bringing excellent clinical skills 
and a commitment to ensuring our 
residents receive the best possible 
care.

Our residents have enjoyed many 
new experiences including a native 
wildlife experience where residents 
touched a bearded dragon, a possum, 
a saltwater crocodile and a python. It 
was wonderful to see some residents 
overcome their fear to hold and 
touch them. 

Residents also enjoyed our Multi-
cultural Day where we celebrated the 
different cultures represented by our 
staff. Each staff member brought in 
their favourite delicacies, dressed in 
their traditional costumes and shared 
what makes their culture special to 
them.

RFBI Roselands Masonic 
Retirement Village 

Attie Cheng, General Manager
Each year, our retirement residents 
look forward to RFBI’s Annual Spring 
Garden Festival and this year was no 
different. It was no surprise that avid 
gardeners and reigning champions, 
Peter and Maria Dimopoulous took 
home first prize.

Our Christmas Party was another 
wonderful occasion, with most of our 
residents participating in a delicious 
lunch held in our Community Hall. 

Left: Staff getting residents ready for Crazy  
Hair Day at RFBI Dubbo Masonic Village

Left: Residents from RFBI Lakemba Masonic 
Village meet and touch a ringtail possum
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11

VILLAGES WITH 
LOCAL CARE AT 
HOME SUPPORT

12
CO-LOCATED 
RESIDENTIAL 

CARE VILLAGES

91
NEW 

RESIDENTS

Virtual tours offering a 
way through restrictions
House hunting has taken a new shape 
since the pandemic began and keeping 
our future residents safe, as well as our 
current residents, has been our priority. 

So it was with great pleasure that 
earlier this year we introduced virtual 
tours of our vacant units, allowing 
future residents to see the unit they are 
interested in without having to come to 
the Village in person. 

     Helen Lock, living 
her retirement dream
Helen Lock had always been an 
active and social person, however as 
she got older she found maintaining 
her large house more and more 
difficult. She knew she needed 
to make a change and started to 
explore retirement living options.

The wonderful community at RFBI 
Armidale Masonic Retirement Village 
made an immediate impression on 
her and she quickly decided to sell 
her home and move there.  

Helen has been a valued part of our 
RFBI Armidale Masonic Retirement 
Village community for five years, and 
she is grateful for the support she 
has received from both the staff and 
her fellow residents as they weather 
the Coronavirus pandemic together.

“It was a nice surprise to receive a 
phone call from Antoinette. It was 
sweet of her to check in on me. 
Personally I have managed really 
well,” she laughed. “I really love living 
here. The community is wonderful.”

It takes a village to face challenges such as we have over 
the past year and continue to live life to the full. Across 
NSW and ACT, our retirement residents are part of an 
active community that supports each other in times of 

need and enjoy a variety of social activities together.
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Retirement living

The past year has been a 
challenging one for most 
people. The social distancing 
and self-isolation requirements 
introduced to limit the spread 
of COVID-19 has left many 
feeling anxious and lonely. 
At RFBI we are fortunate to have 
strong relationships with our 
retirement residents and we have 
worked hard to ensure there is 
support available when people within 
our retirement communities need it. 

Across our 20 retirement living 
villages, our teams are conducting 
regular welfare calls and sharing 
weekly tips for how our residents can 
stay healthy, active, informed and 
connected with loved ones.  

This strong connection has allowed 
our team to identify when additional 
help may be needed and our local 
Care at Home teams ensure they 
receive the support and care they 
require.

AT A GLANCE  |  RETIREMENT LIVING

It takes  a Village 



“The virtual tours have been a real hit,” said 
Jan Oldroyd, Customer Experience Officer.

“It means anyone looking to purchase a 
unit can view our property at any time, see 
the unit that they are interested in and also 
get a feel for the Village from the comfort 
of their current home. 

We are still running physical tours by 
appointment and have strict pre-entry 
screening process in place to ensure that  
we keep everyone safe.”

Making retirement easy
We are fortunate to have a dedicated Liaison 
Officer supporting our residents at many of our 
retirement villages. They work with residents 
to assist them in the running of activities, 
coordinating maintenance works and connecting 
them to our Care at Home team when they need 
a little bit of help to remain living independently.  

"I love the variety each day brings. Knowing 
that I can make a difference to the lives of 
our residents is very fulfilling,” said Kaiti Szabo 
(above), Retirement Village Co-ordinator for the 
past eighteen years at RFBI Lake Haven Masonic 
Retirement Village.
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Toni Giles 
Regional General Manager

It certainly will be a year 
to remember. Facing fire, 
drought and now a pandemic, 
the challenges have seemed 
impossible yet it has not 
interrupted the high quality 
care we provide to our 
residents. 
I am thankful to work alongside 
a team of dedicated, professional, 
compassionate, kind and caring 
people. None of what we do would be 
possible without our amazing staff. 

I thank our General Managers in the 
Hunter Region for their hard work, 
resilience, commitment, leadership, 
patience, passion and support. 

I also thank our staff for the 
enthusiasm they have to care 
for others, for going above and 
beyond, and for demonstrating 
kindness, strength, empathy and 
professionalism in all that they do. 

Thank you to CEO Frank Price and 
the Leadership Team for their 
assistance and support and to our 
Crisis Management Team for their 
guidance as we navigate the COVID 
world. Thank you to the Regional 
Management Team for their counsel, 
wisdom and friendship and a personal 
thank you to Louanne Riboldi who 
selflessly continues to provide 
unwavering support and to be there 
when we need it most. 

RFBI Benhome Masonic Village 

Kristin Smith, General Manager
It has been a pleasure to welcome our 
local community into our Village for 
our first RFBI Open Day. Everyone who 
participated had a great time. 

Other fun activities our village 
community enjoyed this year include 
our celebration of International 
Chocolate Day and World Ocean Day 
where residents made a lovely themed 
mural. 

We are fortunate to have residents 
who appreciate our staff and the 
work they are doing to keep them 
safe. Our staff were humbled by the 
poster that our residents produced to 
thank them. 

In April we welcomed Kristin Smith 
as General Manager. Kristin is an 
experienced Manager and Clinician 
and we are delighted that she is now 
expertly leading the team.

RFBI Cessnock Masonic Village 
and Retirement Village

Trudy Bailey, General Manager
Our Village has always enjoyed 
strong community connections and 
throughout the year we hold events 
where everyone can get involved. 

Two of our larger events are our 
annual Open Day and Eel Fishing 
Competition. Held in November, 
our Open Day this year was another 
wonderful success with many of our 
local community members coming to 
the village to join in the festivities.

There is nothing like our annual Eel 
Fishing competition to bring out the 
competitive side in everyone. This year 
we had five winners take home a prize 
for their catch.

Our residents have enjoyed many 
visits from the Big Yellow Bus, an 
intergenerational program that 
conducts activities with our residents 
and local preschool children. Together 
they play music, paint, sing and have 
morning tea. 

RFBI Hawkins Masonic Village  
and Retirement Village

Larissa Williams, General Manager
Late last year, we were delighted to 
witness the demolition of Boronia 
Court, the site earmarked for our 
brand new state-of-the-art residential 
care village. 

This was followed by our ground 
breaking ceremony which was held 
on 18 February. Joining us for the 
ceremony was Mayor Kay Fraser, 
Councillor Brian Adamthwaite, 
members of Lake Macquarie Council, 
RFBI representatives, members from 
the building and project teams, as 
well as village residents. 

In a bid to support those affected 
by bushfires, ladies from our Craft 
Cottage handmade mittens for the 
Koalas and residential care residents 
made cookies for the local Rural Fire 
Service. Fundraising events were also 
held to provide money for the Mark 
Hughes Foundation.
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In August 2019, we welcomed a 
highly experienced Chef, Jan Solovic, 
to the Management Team. Jan has 
proven to be a valuable addition 
to our team and has successfully 
introduced our new seasonal menu 
which has been a hit with residents 
and families alike.

RFBI Kurri Kurri Masonic Village 

Pam Badior, General Manager
Throughout the year, residents have 
enjoyed a range of special events 
and activities including International 
Friendship Day, a mini Olympics and 
a visit to the ‘Monarch in the Hunter’ 
where you see all things Royal and 
can have your photo taken with the 
'Queen'. 

Our annual Christmas Carols on the 
Green saw close to 300 people join 
with our residents and staff for a 
wonderful evening of singing and 
frivolity. 

Winners of our staff photo 
competition were also announced on 
the night, with the winning photos 
mounted on canvases and displayed 
in our Garden Room for all to admire. 

Our staff are not only passionate 
about the care they give to our 

residents but also the support they 
give to each other. Since the outbreak 
of Coronavirus, to keep everyone’s 
spirits up, staff have organised a 
rolling calendar of themed days 
ensuring that a Where’s Wally 
character, fairy or superhero is never 
far away.

RFBI Moonbi Masonic Village 
and Retirement Village

Debbie O'Shea, General Manager
Our Village has enjoyed many 
celebrations and cultural activities 
this year. 

One of the most popular cultural 
activities was our Indian and 
Nepalese Day which involved lots of 
dancing and traditional foods. Our 
residents also participated in this 
year's Kootingal Country Scarecrow 
competition and were thrilled to take 
home 1st prize.

Sadly, we bid farewell to Robert 
Northey who retired after almost 35 
years of service. 

Robert’s journey with RFBI began as 
a groundsman the day our Village 
accepted our first resident. During 
his time with us, he has gone on to 
complete his Certificate III in aged 

care and has ended his career with 
us as a Carer. Robert is known for his 
kindness, compassion and for always 
looking after others. Thank you for 
your service Robert, you will be 
sorely missed.

RFBI Tamworth Masonic Village 
and Retirement Villages

Elizabeth Diebold, General Manager
2020 marked the 125 year 
anniversary for our Village. Originally 
founded in 1885 by the Ladies 
Benevolent Society to care for the 
needy, RFBI took ownership in 1971 
and officially reopened the Village in 
1975 as a hostel. We are proud to be 
still caring for our older community 
members today. 

Internally, our Care Manager, Robyn 
Gunter has introduced an excellent 
communication tool called Scrum 
Meetings. These meetings provide 
a forum for staff to have an open 
discussion, receive education or raise 
concerns and have promoted unity 
and a sense of belonging within the 
team. 

We would also like to congratulate 
Elizabeth Diebold, General Manager 
on the completion of her Registered 
Nurse degree.

Above: Resident getting her face painted at RFBI 
Benhome Masonic Village's inaugural Open Day.

Above: Groundbreaking ceremony for a new 
aged care Village in Edgeworth.
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Anthony White 
Regional General Manager

It has been a difficult twelve 
months as drought, bushfires 
and COVID-19 has impacted 
all our villages and I am 
grateful to our staff across 
the region for going above 
and beyond making sure our 
residents are safe. 

We welcomed Lake Haven into our 
region this year along with our new 
General Manager, Philip Anderson 
and Care Managers, Nikki Snead 
at West Wyalong and Suzanna 
Santiagoo at Berry.

I am very proud of our teams across 
the Southern Region for successfully 
achieving full accreditation and 
ensuring residents receive the very 
best care regardless of what else is 
going on.

I thank all our General Managers, 
Care Managers and their hardworking 
staff. I also thank our volunteers who 
continue to 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 
Our Village has seen many 
challenges this year and our team 
has met these in innovative and 
thoughtful ways to ensure our 
residents feel safe and secure. 

We were thrilled to discover hidden 
talents amongst our staff which 
allowed us to enjoy many in-house 
experiences such as live concerts 
and armchair travels around the 
world, which were deemed “better 
than therapy” by our residents. 

We welcomed Jeff Yager, 
Maintenance Supervisor and 
Tamara Wasley, Catering 
Supervisor as new members to our 
management team.

RFBI Berry Masonic Village and 
Retirement Village

Katherine Scarcella, General 
Manager
Our residents have enjoyed 
numerous fun activities and 
celebrations this year, including two 
70th wedding anniversaries and a 
trip to Shoalhaven Zoo.  

Another favourite of our residents 
is the Hatching Chicks program. This 
year we hosted 10 baby chicks and 
ducks, giving our residents and staff 
plenty of opportunities to observe 
them hatch and enjoy plenty of 
cuddles. 

While the start of 2020 has been 
challenging, our staff continue to 
provide excellent care and support 
for residents and their families. We 
welcomed Suzanna Santiagoo, an 
experienced Registered Nurse, as our 
Care Manager and her professional 
and caring manner has made a 
positive impact on our residents and 
families. 

Above: RFBI Leeton Masonic Village's 10th 
Anniversary celebration

Above: Props for a new sensory garden  
at RFBI Goulburn Masonic Village
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RFBI Goulburn Masonic Village 
and Retirement Village

Leslie Carter, General Manager
During this difficult time we have 
made it a priority to keep our 
residents and families informed 
through constant communication and 
regular updates.

We are delighted to have added a 
new sensory garden in the Grevillia 
Courtyard and our residents have 
enjoyed watching it develop into a 
beautiful garden.

We are extremely grateful for all the 
donations we received from local 
businesses and communities such 
as Divall's, Premiers Department, 
Bunnings and the Lions Club to 
support our residents and staff. 

RFBI Lake Haven Masonic Village 
and Retirement Village

James Figallo, General Manager
The last 12 months has not been 
without its challenges however our 
residents have continued to enjoy 
a range of fun activities and events 
that has kept them smiling. 

These have included dress-up theme 
days, karaoke and the very popular 
virtual classes with Karen, our dance 
instructor, who has ensured our 
residents don’t miss out despite 
COVID-19 restrictions.

On 15 August 2019, we held our 
inaugural staff memorial day, a 
special service dedicated to former 
colleagues who have passed and 
are missed. We will carry on this 
tradition annually.

RFBI Leeton Masonic Village  
and Retirement Village

Judith Dahlenburg, General 
Manager
On 18 March, we celebrated our 
10th Anniversary with our residents, 
families and staff all coming 
together for the occasion. We were 
particularly delighted to have the 
Herrmann family (our Village's 
namesake) join in the celebrations.

Our Village is an active member 
of the Leeton community and has 
established connections with a 
variety of schools and early learning 
centres who are now part of our 
intergenerational program. 

Residents thoroughly enjoy their 
visits and when the Coronavirus 
prevented them from coming in, we 
ensured these connections could 
continue by hosting video calls and 
starting a pen-pal program. 

We are fortunate to have staff 
and family members who have a 
range of talents and our residents 
have thoroughly enjoyed the 
performances and entertainment 
they have provided. 

RFBI Moss Vale Masonic  
Retirement Village
A highlight for our retirement community 
was the celebration of May's 89th 
birthday in lockdown. Due to social 
distancing, her neighbours gathered 
outside her villa to sing Happy Birthday. 

RFBI West Wyalong  
Masonic Village

Phillip Anderson, General Manager 

This year our Village participated in an 
Advance Care Planning and Palliative 
Care research program. The program is 
run by Murrumbidgee Primary Health 
Network and provides education and 
training for our staff so that we are 
better able to support our residents and 
their families during their end of life. 

We are fortunate to have the ongoing 
support of Waratah Village Association 
who, to the delight of our residents, 
financed the installation of a chicken 
coop, circular clothesline, bus stop and 
a mailbox in our Memory Support Unit 
(Garden Wing).

Sadly, this year we bid farewell to long-
term employee Vikki Crowe and we 
wish her all the best. Kristie Turner has 
taken on the role of Lifestyle Supervisor. 
We have also welcomed Lynelle 
Gilshenan, who supports our Allied 
Health practitioners, and Craig Kerr as 
Maintenance Manager.

Left: Celebrating Ken and Doreen's 70th Anniversary 
at RFBI Berry Masonic Village
Below: Residents at RFBI Basin View Masonic Village 
experienced a trip to Honolulu in the safety of their 
very own armchair

YEARS OF SERVICE
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Key to our response to the 
Coronavirus pandemic for our home 
care clients has been to ensure 
that whatever decision they make, 
they feel supported and are able 
to receive the essential things they 
need, such as food and groceries.  

To do this we have introduced 
contactless shopping services, 
making our team available to go 
shopping for our clients so they do 
not have to put themselves at risk by 
going out themselves. 

We are making regular welfare calls 
to any client who needs to pause 
their services and assisting all of our 
clients to acquire new technology 
if they need this to stay connected 
with loved ones. 

The pandemic has been hardest for those living at home and 
needing care. Being amongst those most at risk, it meant they 
often had to make tough decisions about who could visit them 
and whether they should even be receiving care. 

58,395
HOURS OF SERVICE  VISITS  

53,816

It takes a village to live well at home. Most of our clients 
have a community of family, friends and loved ones who 
help them but with our team of professional carers, our 
clients truly have the support of a village to keep them 

connected, active, healthy and safe.
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More than just care,  
it's companionship
When Norelle Russell saw an ad in the 
local newspaper for a Care at Home 
Carer role she wasn’t sure if this was 
going to be the right job for her. 

However, like many who work at 
RFBI Care at Home, with the support 
of her manager and colleagues, she 
discovered not only a job that she 
loves, but a career where she knows 
she is truly making a difference. 

Twenty one years later, Norelle is 
still making a difference and is now 
helping others to turn their passion 
for helping people into a rewarding 
career. 

Care at Home

 
“    Without the amazing, wonderful 

and compassionate care from your 
RFBI Care at Home team at Central 
Coast, my mum, Mrs. Lott, would 
not be able to function. 

They have gone above and beyond 
the call of duty and even organised 
their own training when mum 
was put on new technology for 
Parkinson’s, just so they could 
assist her. She was never made to 
feel like a burden.

Corey, Lachlan, Wendy and Louise 
have such big hearts and genuine 
care for their clients. I always felt 
supported and comforted knowing 
they were there for my mum.

Thank you RFBI from the bottom  
of my heart.
Cathy Lott, daughter of RFBI  
Care at Home client,  
Anne Lott

It takes  a Village 
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STAFF

88
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Personal care with a smile 
Winifred Parkes (Win) has been an RFBI 
Care at Home client since August 2017 and 
receives care services three days a week.

From working patiently with external providers 
to widen the doors around her home to 
installing automatic doors to allow her easy 
access on her motorised chair, our team 
has helped Win make her home fit for an 
independent and comfortable life.  

Win could not speak highly enough of her 
Carer, Louise. “Louise is absolutely lovely and 
always has a smile on her face whenever 
she visits me.” 

“She has been my carer for so long now 
that I don’t need to tell her what to do! 
Louise does it without asking which I truly 
appreciate and proves that she cares about 
me and listens. I’m truly grateful to have 
Louise in my life.”

“It is a privilege to do what I do. My 
role is to assist my clients in their 
day to day tasks and they let me into 
their world and share stories about 
their families, friends and their past. It 
make this role so rewarding.”

“I once had a client tell me to not 
worry about a thing, just sit and talk,” 
laughed Norelle.

At RFBI Care at Home, our clients not 
only receive professional personal care 
but build meaningful connections 
with our Carers such as Norelle Russell 
and Karen Gaisreiter (above).



We are privileged to have over 
400 volunteers of all ages and 
backgrounds, dedicate their 
time to make a difference to 
the life of our residents. 

The way our volunteers are engaging 
with our residents at the moment 
though, is a little bit different than it 
was a year ago.

Many of our valued volunteers 
are older people, who, when the 
pandemic hit, needed to self-isolate 
and since these restrictions have 
eased, ongoing visitor restrictions 
mean they are not able to come into 
our Villages. 

This has not stopped them though, 
wherever possible they are still 
connected with our residents and 
continuing to share their passions  
and friendship. 

 
  Good ol’ yarn
Over the last for three years, RFBI 
Raleigh Urunga Masonic Village 
residents Joyce Power (left) and Liz 
Hill enjoy a weekly knitting group  
run by two valued volunteers, 
Laurel and Ursula.

Not being able to visit the Village 
has not stopped the group 
continuing their goal to produce a 
very large patchwork blanket. 

Each week, the knitting group gets 
together via Skype and as sections 
of the blanket are completed, they 
are mailed to Laurel and Ursula who 
add them to the blanket.

“Knitting has always brought me 
so much joy. I do miss Laurel and 
Ursula visiting us, but I get to see 
them on Skype which is lovely,”  
said Liz.
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Volunteers

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

Top: The Masons have a long history of helping local communities through charity, 
which is the very essence of Masonic belief. Local Masons generously contributed 
their time to help establish and make improvements at RFBI Holt Masonic Village 
(known then as Canberra Masonic Homes), which was opened by Grand Master, M.W. 
Bro Noel Warren in 1984 (pictured above).

FLASHBACK | 1984



Through glass doors
At RFBI Bathurst Masonic Village, our Lifestyle 
Officer, Seru Zanco, and Volunteer Dennis, 
arranged for a very special visit so that residents 
could see his much-loved cockatoo, Charlie. 

In keeping with social distancing rules, Dennis 
(above) brought Charlie to the Village and walked 
around the outside, giving all our residents the 
opportunity to see him through their windows 
and doors.

“It was so lovely seeing our residents’ faces light 
up when they saw Charlie through the windows!” 
exclaimed Seru. 

YEARS OF SERVICE
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Spiritual connections
Ensuring our residents' mental health and 
emotional wellbeing are looked after can help 
them to cope with life changes. 

For some of our residents at RFBI Leeton 
Masonic Village, their connection with the 
church was an essential part of their weekly 
routine. 

Conscious that this was a challenge with 
restricted movements, Jo Edwards, Lifestyle 
Officer, together with our volunteers, has kept 
up online spiritual services. 



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

Cheryl Barnes
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

Kristin Smith
benhome@rfbi.com.au

02 4932 2700 99 -

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 NSW 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

Kylie Marquart 
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

Judith Davis
dubbo@rfbi.com.au

02 6800 1400 70 -

RFBI Dubbo Masonic Retirement Village 
Darby Close, Dubbo NSW 2830

Judith Davis
dubbo@rfbi.com.au

02 6800 1400 - 45

RFBI Glen Innes Masonic Village and Retirement Village 
175 Lambeth Street, Glen Innes NSW 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 131 164

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 65 157

RFBI Lakemba Masonic Village 
72 Sproule Street, Lakemba NSW 2195

Attie Cheng
lakemba@rfbi.com.au

02 9393 7700 50 -

RFBI Leeton Masonic Village and Retirement Village 
71-91 Karri Road, Leeton NSW 2705

Judith Dahlenburg
leeton@rfbi.com.au

02 6953 9300 46 10

Residential         Retirement         Care at Home
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Our villages



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

Uma Mohan
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

Phillip Anderson
westwyalong@rfbi.com.au

02 6970 1500 63 -

TOTAL 1,419 858

 
CARE AT HOME Contact

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

care.act@rfbi.com.au 02 6123 9310

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

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

care.lh@rfbi.com.au
care.bh@rfbi.com.au
care.ncl@rfbi.com.au      

02 4936 4044
02 4932 2722
02 4950 6300

Mid North Coast 
191 Old Pacific Highway, Raleigh NSW 2454

care.mnc@rfbi.com.au 02 6692 4455

New England 
• 16 Kitchener Street, Tamworth NSW 2340
• 86 Box Hill Drive, Armidale NSW 2350

care.ne@rfbi.com.au 02 6761 3844

Orana 
2A Capstan Drive, Dubbo NSW 2830

care.dub@rfbi.com.au 02 6800 1470

South Western Sydney 
72 Glendower Street, Campbelltown NSW 2560

care.mtg@rfbi.com.au 0455 272 445 
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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


