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About us
Royal Freemasons’ Benevolent Institution (RFBI) is a not-for-profit organisation founded 
in 1880 to improve the lives of others. Today, RFBI is a well respected provider of aged 
care and retirement living services with 22 residential care villages, 20 retirement villages 
and a range of home care services across NSW and ACT. 

We believe when an individual chooses to live in one of our villages, the quality of their life 
should be enhanced by the experience. As a resident, you will become part of the RFBI family and 
have access to a range of care and support services designed to ensure you can live the life you 
want. 

We recognise that you, our Resident, are the most important person in our Village and we will 
make every effort to ensure that the services we provide meet all your needs: physical, cultural, 
emotional, social and spiritual.

OUR MISSION
RFBI is a regionally based aged care provider 
offering a continuum of care and services that 
are accessible by all older people and that have 
a positive impact on their lives, underpinned by 
Masonic values. 

OUR VISION
We exist to create happy and active communities 
for older people, through exceptional services and 
accommodation in NSW and ACT.

Our Values:
• We aim to be of service

• We act honestly at all times

•  We are ‘on the level’ and treat others ‘on the 
square’ 

• We welcome all

•  We make no distinction based on financial 
status, rank, gender, background or belief 

•   We value and respect all others and seek to live 
in harmony and peace 

•  We promote friendship, goodwill and charitable 
works

•  We belong to and connect with the community 
and encourage life-long learning in ourselves 
and others 

•   We are not ‘exclusive’ but ‘inclusive’ and 
maintain the values we embrace as a guide to 
how to live

•  We aim to be better people and to benefit all 
those we know, work with and care for

•  We aim to be happy and to promote happiness

Everyone at RFBI genuinely  
cares about people. Inspired 
by our Masonic Forefathers 
we exist to provide quality 
care and services that are 
accessible by all older  
people and have a positive 
impact on their lives.
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Caring for you

. . . continued next page

When you move into an RFBI Residential Care Village we want the experience to enhance 
your life. In each of our Villages we are committed to providing high quality care that is 
tailored to you. 

Our objectives are:

1. Every resident feels valued and respected
2.  Every resident is able to maintain an 

independent lifestyle
3.  The care and support we provide meets  

all your needs: physical, emotional, social, 
cultural and spiritual 

4.  Every resident is empowered to have 
engagement with family and friends 

5.  Every resident has a clean, comfortable and 
safe living environment

6.  Every resident has access to a variety of 
activities

Activities
All RFBI Residential Care Villages offer a full and  
varied activities schedule for you to enjoy. Our Lifestyle 
Officers regularly review activities offered to ensure 
they continue to meet the needs and preferences of our 
residents. 

If you have any feedback on our activities or would like 
to suggest an activity, we would love to hear from you. 
Please complete a feedback form or speak with any 
member of our staff.

Activity programs are scheduled on a monthly basis 
and displayed in prominent locations throughout the 
Village. Activities coming up are also included in the 
Village newsletter. 

Advance care directives
We encourage you to have an Advance Care Directive 
completed on admission. This ensures that your wishes 
are documented in the event you suffer a major health 
crisis that leaves you incapacitated. 

We also encourage you to discuss your Advance Care 
Directive with your loved ones so that they understand 
your wishes.

Care services
Our aim is to provide you with high quality care and 
support so that you can continue living the life you 
want. Your care plan and associated services will be 
discussed with you, your representatives and health 
professionals and reviewed in line with your changing 
care needs. Throughout your time with us, we will do all 
we can to maximise your comfort and wellbeing.

Medical care
You are entitled to receive quality medical care by a 
medical practitioner of your choice. Wherever possible 
we encourage you to continue working with your 
existing doctor. If that is not possible, the Care Manager 
will provide you with a list of medical practitioners who 
visit the RFBI Residential Care Village regularly. 

Your medical practitioner of choice must be willing to 
visit you at the Village at least every three months. It 
is also a requirement that they be willing to visit you 
more frequently if necessary and provide after hours 
coverage. 

You have the right to refuse medication or treatment, 
however we recommend that you consult your medical 
practitioner and loved ones before doing so. 

Medical fund membership
All medical treatment afforded to you by medical 
practitioners and other Allied Health Services is your 
responsibility. You may wish to maintain your medical 
fund membership to lessen the financial burden. In 
the event that you are admitted to hospital, any extra 
charges are also your responsibility. 

Serious Incident Response Scheme (SIRS) 
Under SIRS we are required to report to the Commission 
on a broad range of incidents. Any incident that is 
reported by RFBI will be discussed with the resident 
involved and their representatives to identify what 
lead to the incident occurring and steps we can take to 
mitigate the risk of it happening again. 
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Caring for you cont’d
Physiotherapy
All residents are assessed by our Allied Health 
Professional on admission if needed and then again as 
necessary. In some circumstances you may incur a fee 
for these services. Any costs will be discussed with you 
prior to the services being delivered.

Podiatry services
Qualified podiatrists visit each RFBI Residential Care 
Village regularly to attend to residents’ podiatry needs. 
In some circumstances you may incur a fee for these 
services. Any costs will be discussed with you prior to 
the services being delivered.

Resident and representative meetings
Resident and representative meetings are held 
regularly at each of our Villages and it is hoped that 
you will take an active part. During these meetings 
you will be provided with information about what 
is happening in the Village, introduced to new 
staff members and given an opportunity to provide 
feedback on the operations of the Village and offer 
suggestions for improvement. 

Meeting dates are advertised in prominent positions 
throughout our Villages and in the newsletter. 
Alternatively you can ask any member of staff for the 
date of the next meeting.

Specialist appointments
All specialist appointments require a referral by your 
medical practitioner. We will support you in making 
arrangements to attend specialist appointments once 
a referral has been supplied. Transport to and from 
these appointments is your responsibility. As part of 
our services, RFBI may be able to take you to specialist 
appointments upon request at a cost. The cost of 
the transport will depend on where the medical 
appointment is being held and the duration of the 
appointment. For more information and costs, please 
speak with your General Manager. 

Specified care and services
As part of your care plan we will identify any services 
and aids you may need. Anything that forms part of 
your assessed care needs will be provided at no charge 
to yourself, such as incontinence aids, dressings, 
physiotherapy, etc.

If you would like to use an alternative product or 
service to those provided by RFBI you are welcome to 
do so at your own expense. In some instances RFBI 
may be able to assist in the purchase of alternative 
products or services and have the charges added to 
your account. To discuss this option in more detail, 
please speak with your General Manager.
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Staying engaged with friends and family
Visitors
Your Village is your home and you are welcome to 
entertain guests at any time, however for the comfort 
of other residents it is preferred that visiting be kept 
between the hours of 9am and 7pm. All visitors 
are required to complete a pre-entry screening 
declaration prior to entering the village and have their 
temperature taken. At times, visiting may be restricted 
by the Department of Health due to Covid-19.

Newsletter
Each RFBI Residential Care Village publishes a regular 
newsletter designed to provide you and your loved 
ones with information about what is happening at 

the Village, upcoming events and other relevant 
information. Copies of the newsletter are made 
available throughout the Village and on request at 
reception.

Visiting Pets
We understand the importance of fur-family 
members and pet visits are welcome. Some of our 
villages also have their own resident pets and in 
some cases residents are able to move in with their 
own animals, subject to their suitability and the local 
village circumstances. Please speak with your General 
Manager for more information.

Meal times are a special part of our daily 
routine and we attempt to make them as 
enjoyable as possible with comfortable 
dining environments and a variety of fresh 
and tasty meals.

All our meals are prepared on-site by our professional 
catering teams. Our seasonal menus are developed 
in consultation with a dietitian and we seek regular 
input from our residents. 

We encourage you to enjoy your meals in the dining 
room, however if this is not possible or you prefer to 
eat in your room, this will be accommodated. 

Fine Dining 
Every RFBI Village offers residents and their guests 
regular Fine Dining experiences throughout the year. 
With a specially designed menu served by our staff, 
these experiences can be arranged for a group of 
residents, or for residents and their guests. For more 
information, please speak with your General Manager

Food safety 
RFBI has a Food Safety Program that is compliant with 
NSW Food Authority requirements. This ensures that 
all food served is safe and wholesome. 

Any food brought into the Village by your family 
or friends must be stored in airtight containers and 
under appropriate temperature control. Any leftover 
food must be removed by your family or friends when 
they depart the premises.

For the safety of our residents, please do not share 
food with other residents. 

Please note that staff are not permitted to reheat or 
serve food from any outside source. 

Visitor meals and special occasions 
Meal times are a social occasion and we welcome  
your friends and family to join you. We are also 
pleased to provide catering and dining experiences 
for special occasions. Please speak with your Village 
Administration team for more information and costs.

For visitor meal prices and booking information, 
please speak to a member of our administration staff. 
Please note that 24 hours’ notice is required.

Dining experiences
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Your room

For more information about your room, please refer 
to your Resident and Accommodation Agreement, or 
speak with your General Manager.

Furniture and fittings
All rooms include a bed, linen and towels, bedside 
table, cupboard and chair.

Some rooms also offer individually controlled  
air-conditioning. To find out more about a specific  
room in your Village, please speak with your  
General Manager. 

Valuables
RFBI does not accept any responsibility for residents’ 
valuables. We encourage you to avoid keeping highly 
valuable items or large amounts of money in your 
room.

Settling in
We want to make your transition into our Village 
as comfortable as possible and our staff are here 
to support you. Please feel free to speak with any 
member of our staff if you have any concerns or if 
there is something that we can do to enhance your 
experience living with us. 

Making your room your own
We encourage you to think about those items that 
will help make your room feel like your own. Items 
that you may wish to consider bringing with you are 
pictures, photos, clock, radio, throw rug/blanket and a 
small number of ornaments.

Whilst we want you to be as comfortable as possible, 
for your safety and the safety of our staff, there are 
some limitations to what you can bring. If you wish to 
bring any furniture into your room, please discuss it 
with your General Manager before moving in.

Personal contents insurance
We strongly encourage you to arrange Contents 
Insurance for your personal items prior to your 
admission. RFBI does not take any responsibility for 
valuables stored in residents’ rooms.

Residents are requested not to keep large sums of 
money in their rooms. A lockable draw is provided in 
each room for storing valuables. 

Removal of items after discharge
So that we can prepare the room for our next resident 
we ask that all belongings are removed after your 
discharge. If you or your family are unable to collect 
items from the room, please contact your General 
Manager as soon as possible. 

Any items that remain in your room 48 hours after you 
depart will be collected on your behalf and put into 
a special storage unit* at the Village. Any items not 
collected within three months will be discarded by the 
Village as appropriate.

Costs associated with packing and discarding of 
uncollected items will be billed to you or your estate. 

Whilst RFBI appreciates the donation of furniture and 
clothes, it is not feasible to accept all donated items. 
Please discuss with your General Manager any items 
you feel will be of benefit to our residents that you 
would like to donate.

*Mention of a special storage area is made as a generic 
reference to any place we may store belongings 
for families to collect after the resident has been 
discharged.

Cleaning of rooms
All rooms are fully serviced weekly. Bathrooms and 
toilets are tidied and cleaned daily. Linen and towels 
are changed a minimum of at least once per week and 
more regularly if needed. 

Reclining chairs
If you would like to bring an electrical reclining 
chair, it is a requirement that the chair is made of a 
material that can be easily cleaned and is tested and 
tagged prior to use. Maintenance of the chair is your 
responsibility along with any cleaning required. 

Before bringing a reclining chair into your Village, 
please speak with your General Manager.

*Foxtel and TV connections are additional services which incur a fee.

RFBI has designed every room with your safety and comfort in mind. Across our Villages 
there are a variety of accommodation types and each will offer slightly different furniture 
and fittings. 



  RFBI RESIDENTIAL HANDBOOK  06

Fees and charges
Accommodation
All residents who enter into residential aged care 
are encouraged to complete an Asset and Income 
Assessment that will be used by the government to 
determine what you are required to pay. All residents 
who have income and assets above the minimum 
threshold are required to pay for their accommodation. 

The maximum amount you can be asked to pay as a 
non-supported resident is the published room price. 

If you have assets and income below the threshold, you 
may be eligible for assistance from the Government. 
The Government will advise if you are eligible for 
assistance and determine the amount you are required 
to pay.

There are a number of ways in which you may choose 
to pay for your accommodation:

•  Refundable Accommodation Deposit (RAD) or 
Refundable Accommodation Contribution (RAC) if 
you are a supported resident

•  Daily Accommodation Payment (DAP) or Daily 
Accommodation Contribution (DAC) if you are a 
supported resident

•  Combination of refundable amount and daily 
payment

•  Part refundable amount with draw down of  
daily payment

Please note that we recommend prospective clients 
to seek independent financial advice to determine the 
best payment option.

Basic Daily Care Fee (BDCF)
All residents who enter into residential aged care are 
required to pay the Basic Daily Care Fee (BDCF). This 
includes those coming in for respite. The amount is 
determined by the Government and is currently set at 
85% of the single person basic age pension. The BDCF 
is used to contribute towards the cost of day to day 
living, such as meals, cleaning and laundry. 

This fee is updated on the 20 March and  
20 September each year.

Residents who are coming in for respite are required to 
prepay their respite care where the period is two weeks 
or less. For more information please speak to your 
Village Administration team.

This fee is updated on 20 March and 20 September of 
each year.

For more information pelase speak to your Village 
Administration team.

Means-Tested Care Fee (MTCF)
Depending on your personal circumstances you may  
be required to pay a Means-Tested Care Fee (MTCF).  
The amount will depend on your assets and income 
and is limited by annual and lifetime caps. A calculator 
is available on myagedcare.gov.au

The Government uses the Asset and Income 
Assessment to determine if you are eligible to pay a 
means-tested care fee and the amount of means-
tested care fee you will pay. If you choose not to 
complete an Asset and Income Assessment you will be 
required to pay for the full cost of your care from date 
of entry.

If you are not required to pay the means-tested care 
fee, the Australian Government will pay the full cost 
of your care. Means-tested care fees are reviewed 
quarterly and you will be advised by the Australian 
Government if the amount you are required to pay 
changes.

Additional services
RFBI offers a range of additional services; some are 
mandatory and others are optional. Our standard 
additional service package provides all residents with 
a large Smart TV in their room, unlimited WiFi, a glass 
of wine and beer or soft drink with lunch, weekly 
happy hours and more. We also offer a number of 
optional additional service packages covering things 
like in-room telephones and trust accounts. Speak to 
your Village Administration team for more information. 
There are circumstances when RFBI does not charge 
an additional service fee. Speak to your Village 
Administration team for more information.

Schedule of fees and charges
All government fees and charges associated with 
residential aged care, including assets and income 
thresholds, are outlined on the Schedule of Resident 
Fees and Charges. The current Schedule of Resident 
Fees and Charges can be found at agedcare.health.
gov.au or by request from your General Manager.

Payment of fees and charges
It is RFBI’s Policy that:
a) The BDCF and MTCF are paid fortnightly in advance 

by direct debit
b)  Accommodation charges (DAP or DAC) are paid 

fortnightly in advance by direct debit
c) Additional services will be charged to the fee account 

fortnightly to be paid by direct debit
d) Residents who are coming in for respite are required to 

prepay their respite care. 
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Village amenities
WiFi
RFBI is pleased to offer all residents and 
representatives access to WiFi within our Villages as 
part of our Additional Services package. Login details 
and the password can be obtained from your Village 
Administration team.

Each Village also offers computer stations for the 
use of residents and their loved ones.

Telephones
Some Villages have an internal telephone system 
that you can access. 

The initial set up fee, along with the monthly line 
rental fee and call charges, will be applied to your 
trust account and direct-debited from your bank 
account on a monthly basis. For call costs and 
line rental charges, please speak with your Village 
Administration team.

Library services
All RFBI Residential Care Villages offer a library for 
residents and their loved ones to access. Contents 
of libraries vary between Villages based on residents’ 
needs, interests and tastes, however our aim is to 
provide enough variety so that everyone can find 
something they will enjoy. 

Newspapers
Your Village offers a selection of local and national 
newspapers for your reading enjoyment. For more 
information about the range of newspapers available 
at your Village and associated delivery times, please 
speak with your Village Administration team.

Hairdressing services
Many RFBI Residential Care Villages have hairdressing 
services available via a dedicated on-site hairdressing 
salon. Hairdressing services are a personal expense. 
Please speak with your Village Administration team for 
more information and costs.

Mending of clothes 
Mending of clothes is your responsibility. Some RFBI 
Residential Care Villages have a mending service 
available for a cost. For more information, please speak 
with your Village Administration team. 

Mail
Incoming mail will be delivered to you daily, Monday to 
Friday. 

Outgoing mail is collected daily, Monday to Friday, 
from the Village mailbox. 

If you require assistance preparing your mail or require 
stamps, please speak to a staff member who will be 
able to assist.

Laundry
RFBI requests that all clothes be labelled upon entry. 
Our laundry team handles all personal laundry 
and linen. Whilst all care is taken, RFBI accepts no 
responsibility for loss due to unmarked clothing. All dry 
cleaning items are your responsibility.

RFBI offers a labelling service. Please speak with your 
Village Administration team to discuss costs and 
arrange to have your clothing labelled.

Pastoral services
As part of our commitment to your spiritual and 
emotional wellbeing, regular church services are held 
at each RFBI Residential Care Village. A list of local 
churches and pastoral care services are included in 
your welcome pack or on request at reception. 

Details of church services held at the Village are 
contained in the Village newsletter and displayed in 
prominent locations throughout the Village. 

Across all our Villages, 
RFBI is pleased to offer 
residents access to a 
variety of amenities.
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Security of tenure

Any decision to move you will be done in consultation 
with you and your representative and in compliance 
with the Aged Care Act.

Some circumstances that may require us to ask you 
to leave our Village include: 

•  causing a threat to the safety or security of other 
residents or staff

•  physical violence against other residents or staff or 
verbal abuse and aggression, causing disharmony 
among residents

•  non-payment of fees
•  continual disregard of fire, smoking and other  

safety requirements
• alcohol abuse

• closure of village

If this does occur, a meeting will take place with 
you, your medical practitioner, your representative, 
the General Manager and any other staff, health 
authority or health professional deemed appropriate. 
A decision will then be made regarding the most 
appropriate action.

Requesting a room move or transfer  
to another aged care provider
If you would like to move rooms within your Village, 
please speak with your General Manager. They will be 
able to identify if another suitable room is available 
and any implications to your contract, fees and 
charges.

If you are considering transferring to another aged 
care provider, written advice must be provided to the 
General Manager with seven days’ notice.

Whilst all efforts will be made to ensure 
you are able to stay in your room and 
Village, under some circumstances it may 
be necessary to ask you to move rooms or 
move to another Village.

Advocacy
If you are concerned about the quality of 
the aged care service you or the person you 
represent is receiving, an advocacy service 
may be able to help.  

Advocacy is defined as the process of standing along-
side an individual and speaking out on their behalf in  
a way that best represents the interest of that person.  

An advocate can: 

• provide you with information about your rights  
and responsibilities 

• support you in making decisions that affect your 
quality of life 

• discuss your options for taking action 
• support you to raise a concern with the service 

provider or us 
• support you at any stage throughout a complaint 

process. 

How can an advocate help you resolve 
your concerns? 
We encourage you to raise your concern with the staff 
or a manager of our service first as this is often the 
best way to have your concern resolved. An advocate 
can support you to do this by contacting the manager 
or speaking on your behalf. 

If you or your advocate are not satisfied with the our 
response to your concern, you or your advocate can 
contact us Aged Care Quality and Safety Commission 
on 1800 951 822 or lodge a complaint online 
through their website agedcarequality.gov.au. 

How do you contact a free aged care 
advocate to help you? 
You can directly call the National Aged Care Advocacy 
line on 1800 700 600.

Older Persons Advocacy Network (OPAN) is the 
organisation contracted by the Australian Government 
to provide free, independent and confidential advocacy 
services to older people using or planning to use 
Australian Government funded aged care services, as 
well as their family and carers. 

Services are delivered in each state and territory by 
experienced advocacy organisations. 

Visit opan.com.au for more information.
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Your safety and wellbeing 
Aerosol sprays/talcum powder/chemicals
For your own safety and that of our other residents 
and staff, chemicals (disinfectants, bleaches, baits, 
etc.) are not permitted at any RFBI Residential 
Care Village. Spraying of aerosol sprays (hair spray, 
deodorants, air fresheners) near smoke detectors can 
cause the fire alarms to be activated and are not 
permitted. Talcum powder is not allowed as it causes 
safety issues on floors in bathroom.

Alcohol
You are allowed to keep a small amount of alcohol 
for personal consumption in your room. Visitors 
will not be admitted to the premises if under the 
influence of alcohol. Excessive and inappropriate 
use of alcohol may result in you being asked to 
leave.

Electrical equipment
In line with Work Health and Safety requirements, all 
electrical equipment must be tagged on admission 
and prior to use. This service is undertaken by our 
qualified maintenance staff and is provided free of 
charge. Maintenance of electrical equipment is your 
responsibility and will require further testing if it 
appears damaged.

All electrical items need to be approved by the 
General Manager before they can be brought into 
the Village. These include bar fridges, heat pads, 
massagers and electrical jugs.

Tea and coffee making facilities, refrigerator and 
microwave are available within each of our Villages 
for residents to use.

Your safety and security is our top priority. If we feel 
an electrical appliance is dangerous, we will ask you 
to remove or replace it.

Emergency call system
All residents’ rooms are fitted with an emergency 
call system, situated in the bedroom and bathroom. 
All common areas are also connected to the system.

Call buttons are to be used in times of emergency 
and will attract the immediate attention of staff. 
Please do not use the emergency call system in  
non-emergency situations.

Smoking
Smoking is a health and fire hazard and is 
onlypermitted in designated smoking areas with 
RFBI Villages. Assistance is available to those who 
wish to quit smoking.

Fire emergencies 
For the safety and security of our residents and staff, 
all RFBI personnel are trained to manage emergency 
situations. They undergo annual Fire Safety Training, 
including the correct use of fire equipment and 
evacuation procedures.

Staff also periodically attend walk through fire drills.

All RFBI Residential Care Villages have an automatic 
fire warning system which is checked on a regular basis 
as required by law.

If you hear the fire alarm:

1. Do not panic
2. Close nearby doors
3.  Stay where you are and follow the instruction of 

staff members
5.  If the alarm is switched off wait for clarification 

that it was a false alarm or a test

Gifts to staff
It is an RFBI policy that individual staff do not accept 
any offer of gifts or money from residents or their 
families. 

We are very grateful for any donations made to our 
Villages. To make a donation or discuss purchasing an 
item for the Village, please speak with your General 
Manager.

Handwashing and infection control
It is extremely important that visitors follow our 
handwashing instructions on entry and exit from the 
Village. For your convenience, sanitising liquids are 
placed throughout our Villages. 

For the safety and wellbeing of all our residents and staff, 
we also ask that visitors do not visit the Village if sick.

Risk taking
It is your right to take certain risks, whether it is an 
outing or an activity within the Village and grounds. 

If Village staff feel that by undertaking certain 
activities you or others may be at risk of being 
harmed, we will discuss this with you and/or your 
representative. If you wish to continue with the 
activity, despite the risk, you will be asked to sign a 
risk form to identify that you understand the risk and 
possible consequences.
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Your health and safety 
come first at RFBI. We 
respect your privacy and 
will keep you informed of 
things that are important 
to your wellbeing.

Legal matters
Enduring power of attorney
It is highly recommended that you have in place an 
Enduring Power of Attorney on admission.

An Enduring Power of Attorney is a legal appointment 
giving a nominated person (the Attorney) the power to 
act on your behalf in financial matters should you be 
incapacitated. 

We require a signed document confirming your 
Enduring Power of Attorney.

Enduring guardian
It is highly recommended that you have in place an 
Enduring Guardian on admission for care matters  
should you be incapacitated. 

We require a signed document confirming your 
Enduring Guardian.

Resident trust fund
RFBI offers a Resident Trust Fund to all permanent 
residents (at a cost) for the management of 
incidental expenditure and charges. It is your, or your 
representative’s, responsibility to ensure that sufficient 
funds are provided to cover any costs incurred (we 
do not operate any credit or banking facilities). 
Statements are provided each month and are also 
available on request.

Maintaining up to date contact details
It is important that the information we have for you 
and your representative is up to date at all times. 

If you change your nominated representative or their 
contact details change, please notify your Village’s 
Administration team immediately. Please also notify 
them if you have any changes to your Medicare and 
pension details. 

Witnessing of documents
For your safety and security, and that of our staff, no 
RFBI staff member is permitted to witness or sign any 
legal documents for residents or their families. These 
policies are in place to protect everyone concerned  
from allegations of improper conduct.

Please contact your General Manager if you  
require assistance with this matter. 

Electoral roll changes
You will need to advise the Electoral Office of your 
change of residential address. If you are still an eligible 
voter you risk a fine if you do not vote in an election. 

Voting is facilitated across all RFBI Residential Care 
Villages on-site or by using postal vote mechanisms. 
Your Care Manager or General Manager will provide 
more information about how to vote in your Village 
when an election approaches.
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Donations
In addition to providing residential care, retirement 
living and care at home services, RFBI takes 
great pride in demonstrating charity in action by 
providing grants and annuities to those in financial 
distress. This work is only possible through the 
generosity of others and we welcome all donations. 
Every dollar goes to helping people in need.

To make a donation to Royal Freemasons’ 
Benevolent Institution you can:

• Send a cheque to PO Box A2019,  
Sydney South NSW 1235

• Email admin@rfbi.com.au

• Make a donation online at rfbi.com.au/ 
how-can-you-help/donations-and-bequests/

•  Visit any RFBI Masonic Village and inform 
them you want to make a donation to Royal 
Freemasons’ Benevolent Institution

Donations of $2.00 and over are tax deductible.

R
FBI Feedback

PO
 Box A2019,

South Sydney
N

SW
 1235

O
ffi

ce use only:

Logged: 
 

D
ate:

We would appreciate the opportunity 

to contact you with regards to your 

feedback, to either update you or 

gain further information to fully 

understand your enquiry. For us to 

do this please complete the following 

contact detail form.  

Village name:

Your name:

Contact details if not a resident:

Phone:

Email:

Relationship to the resident:

Resident Relative Spouse

Staff Other

Have you previously spoken with a staff 

member about this issue?

Name of staff member:

NoYes

Feedback Form

Feedback FormFeedback Form

We also welcome your feedback as to how we can 
improve our services. All our staff are empowered 
to respond to feedback and we ask that you make 
any complaints or suggestions immediately known 
to the staff caring for you.

You are also welcome to take any complaints 
about the care you are receiving directly to 
your Management Team. All suggestions and 
complaints are managed under our Compliments, 
Suggestions and Complaints Management Policy 
and are designed to ensure you receive a prompt 
response to your feedback with information about 
the action we are taking on the back of that 
feedback. 

There are several ways to raise a complaint with 
RFBI:

1.  The first and preferred method is to raise your 
complaint with a staff member. Wherever 
possible we will address your complaint 
immediately

2. Speak to your Care Manager or  
 General Manager

3. Fill out the internal Village Feedback Form  
 which can be obtained from Administration

4.  In writing via the “How are we doing?” 
feedback form available in the information folder 
provided at the time of your assessment or at 
reception in all of our RFBI Masonic Villages

Should you wish to raise a complaint regarding the 
management of your complaint, please contact 
our Complaints Officer at:

RFBI Head Office 
PO Box A2019 
Sydney South NSW 1235 
Tel: 1800 181 959 
Email: admin@rfbi.com.au

If you feel we have not responded to your 
feedback appropriately, you can contact:

Aged Care Quality and Safety Commission  
Free call: 1800 951 822  
Email: info@agedcarequality.gov.au 
agedcarequality.gov.au    

Compliments, suggestions and complaints
We are happy to hear any compliments you or your representatives have which may 
help us to recognise staff who are making a difference in your life, and ensure we keep 
doing those things that mean the most to you. 
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RFBI Villages and Home Care Services
Retirement Villages 

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

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

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

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

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

6  RFBI Cessnock Masonic Retirement Village 
30A West Avenue, Cessnock NSW 2325

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

8  RFBI Dubbo Masonic Retirement Village 
Darby Close, Dubbo NSW 2830

9  RFBI Glen Innes Masonic Retirement Village 
175 Lambeth Street, Glen Innes NSW 2370

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

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

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

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

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

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

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

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

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

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

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

Residential Care Villages 

1  RFBI Armidale Masonic Village 
86 Box Hill Drive, Armidale NSW 2350

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

3  RFBI Bathurst Masonic Village 
200 Stewart Street, Bathurst NSW 2795

4  RFBI Bellingen Masonic Village 
38 Watson Street, Bellingen NSW 2454

5  RFBI Benhome Masonic Village  
30 Regent Street, Maitland NSW 2320

6  RFBI Berry Masonic Village 
41 Albany Street, Berry NSW 2535

7  RFBI Cessnock Masonic Village 
30A West Avenue, Cessnock NSW 2325

8  RFBI Coffs Harbour Masonic Village 
33 Mackays Road, Coffs Harbour NSW 2450

9
 RFBI Concord Community Village 
4A Cavell Avenue, Rhodes NSW 2138

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

11  RFBI Glen Innes Masonic Village 
175 Lambeth Street, Glen Innes NSW 2370

12  RFBI Goulburn Masonic Village  
10 Long Street, Goulburn NSW 2580

13  RFBI Hawkins Masonic Village 
3 Northville Drive, Edgeworth NSW 2285

14  RFBI Holt Masonic Village 
138 Hardwick Crescent, Holt ACT 2615

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

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

17  RFBI Lakemba Masonic Village 
72 Sproule Street, Lakemba NSW 2195

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

19  RFBI Moonbi Masonic Village  
52 Churchill Drive, Moonbi NSW 2353 

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

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

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

 Care at Home services 

1  ACT  
-138 Hardwick Crescent, Holt ACT 2615

2  Central Coast  
-12-16 Christopher Crescent, 

 Lake Haven NSW 2263

3  Lower Hunter 
- 412 Lang Street, Kurri Kurri NSW 2327

 - 30 Regent Street, Maitland NSW 2320
 - 3 Northville Drive, Edgeworth NSW 2285
 - 30A West Avenue, Cessnock, NSW 2325

4  Mid North Coast 
-191 Old Pacific Highway, Raleigh NSW 2454 

5  New England 
- 16 Kitchener Street, Tamworth NSW 2340

6  Orana 
- 2A Capstan Drive, Dubbo NSW 2830

7  Southern Tablelands 
-10 Long Street, Goulburn NSW 2580

8  South Western Sydney 
- 72 Glendower Street, Gilead NSW 25652

 - Elizabeth Street, Moss Vale NSW 2577

9  Southern Highlands  
Gibraltar Park Estate, 133 Old Bowral Rd, 
Bowral NSW 2576 
 

RFBI Head Office 
PO Box A2019 
Sydney South NSW 1235 
Tel: 1800 181 959 
Email: admin@rfbi.com.au 
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YEARS OF SERVICE

To find out more about RFBI  
and the range of aged care,  
retirement living and home 

care services we offer, please 
call 1800 181 959 or  

visit rfbi.com.au
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