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About RFBI
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 141 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.

 

rfbi.com.au

Delivering award-winning care and peace of mind

About RFBI

As the aged care sector responds to a global 
pandemic, ongoing legislative reform and workforce 
shortages, RFBI’s focus remains on keeping our 
residents, clients and staff safe while maintaining 
a high standard of care and services that supports 
those in our care to live the best life possible. 
Our innovative approach has seen the introduction 
of a range of new initiatives designed to improve the 
lives of our residents and clients, investment in new 
models of care and investment in our workforce to 
bring out their best.
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OUR VALUES
- We aim to be of service
- We act honestly at all times
- We are ‘on the level’ and treat others ‘on  

the square’
- We welcome all
- We make no distinction based on financial  

status, rank, gender, background or belief
- We value and respect all others and seek to live 

in harmony and peace
- We promote friendship, 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

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

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. 



Chairman's report

commenced an upgrade of our 
WiFi networks. 
Over the next 12 months we will 
be replacing our rostering system 
with an integrated solution that 
will give our staff access to their 
rosters and leave entitlements via 
an online portal which they can 
access from their mobile phone or 
any other connected device. 
We are also introducing a new 
governance system that will 
transform the way we report and 
monitor our performance, giving 
us much better visibility of what 
is working and any areas that may 
need more attention. 
I am delighted to inform everyone 
that now, 18 months into the 
pandemic, we are resuming 
our capital development 
works program with planning 
underway to proceed with the 
redevelopment of our flagship 
RFBI Hawkins Masonic Village, 
together with major refurbishment 
works at RFBI Berry Masonic 
Village.
This year has also been a year of 
firsts for RFBI in many positive 
ways. In October last year, we 
hosted our first livestream 
show. RFBI’s Mental Moments 
Show was designed to focus 
on the importance of mental 
health of our staff. The show 
brought together staff, residents 
and families from across our 
organisation to recognise the 
great work done by our staff as 
well as raise money for charity. 
On the back of the success of this 
show, RFBI worked in partnership 
with aged care peak bodies Aged 
& Community Services Australia 
(ACSA) and Leading Age Services 
Australia (LASA) to produce The 
Big Christmas Sing-A-Long, 
another livestreamed event which 
attracted close to 500,000 viewers 
from across the aged care sector.

In addition to the pandemic, RFBI, 
and the entire aged care sector 
are facing a workforce crisis. To 
address this, RFBI is taking steps 
to upskill and grow our existing 
workforce through training 
and professional development 
programs, new entrant programs 
and traineeships. Over the next 
12 months, a new partnership 
with Key 2 Learning College will 
supplement these initiatives and 
create a pipeline of international 
staff to grow our workforce. 
Reflecting on the year that has 
been, the challenges certainly 
stand out but these are balanced 
by our successes and for this 
I express my sincere gratitude 
to Frank Price, our Chief 
Executive Officer. Under his 
effective leadership, RFBI has 
not only survived, but thrived. 
It is a testament to him and the 
dedicated work that he and his 
leadership team have undertaken, 
together with our entire staff 
that we have been able to come 
through the worst of it in such a 
positive position. 
As we look forward to a brighter 
year ahead, I again thank all of 
our residents, clients and families 
for your ongoing support and 
our staff for your amazing hard 
work, patience, perseverance and 
continued vigilance to ensure 
those in our care live well. 

David J. Adams
Chairman

Never in Australia’s history have 
we faced a challenge quite like 
this global pandemic, so I want 
to commence by expressing my 
sincere gratitude to our staff, 
residents, clients and families 
for your continued support and 
cooperation. 
At the commencement of the 
pandemic, RFBI’s Board of Directors 
made the decision to pause all 
construction works so that our 
team could focus on meeting the 
challenges of the pandemic and to 
ensure we had the funds available 
to equip our staff with resources 
that were needed. To date RFBI 
has invested over $10M on our 
Covid-19 response, including 
an investment of over $3.5M in 
personal protective equipment, 
$325,000 in rapid antigen tests and 
$1M in Covid-19 leave payments 
so that none of our staff suffered 
economically because they were 
required to self-isolate as a result 
of working in our services. 
We have also invested in 
technology, purchasing additional 
communication devices for every 
village to support residents, 
enabling them to remain 
connected with loved ones.  As 
part of our ongoing IT Strategy, 
we have upgraded our servers and 
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The motivational writer Vivian 
Green once said “Life isn’t about 
waiting for the storm to pass, it’s 
about learning how to dance in 
the rain”. This year we have had 
to dance in the rain more than 
we would have liked. 
The year that has just passed 
started rather grey with the 
remnants of a lockdown, progressed 
to a sunny spring and summer but 
then in autumn we had a return of 
the stormy weather in the shape 
of the Delta variant. I’m proud 
to say our team at RFBI did not 
let the “rain” ruin what we have 
been doing well for the past 141 
years, providing the best care and 
benevolence to the people that 
need it the most.
It is because of our solid foundations 
that we have been able to come 
through this tumultuous patch as 
well as we have. Foundations that 
are secured by our people, our 
processes and a forward-looking 
approach:
 x Our People have always been 
what defines RFBI. The dedication  
and hard work of our staff and 
support of our Board, has allowed 
us to weather any challenge and 
it is essential that they remain 
our focus. We have designed a 
bespoke registered nurse training 
program which will be rolled out 

safe has been exhausting. Visitor 
restrictions and rolling lockdowns, 
which have limited face-to-face 
interactions and shut down 
our annual social events, have 
brought additional hardships. 
Economically it has cost us as 
well. In this financial year alone, 
the measures we have taken to 
protect our residents and staff 
have come at a net additional cost 
of approximately $1.6M.  
That is why it was so important 
to me that we launch the Mental 
Moments Show. 
Featuring politicians, celebrity 
chefs, Olympic champions, 
magicians and stars of yesteryear 
performing each day for a week, 
through our Mental Moments 
Show, we entertained our 
residents and staff whilst getting 
the message out that we ‘care for 
the carers’. 
With more regulations being 
thrust upon aged care providers, 
more compliance and more 
legislation, we know the aged care 
industry will continue to evolve 
and will always be challenging. 
But it will also continue to be 
essential. 
To keep pace with these changes 
we too must evolve. 
There is a saying ‘a calm sea never 
made an expert sailor’ and while 
there have been days when I 
have felt a little sea sick, I could 
not have managed these rough 
waters without the support of an 
amazing Board of Directors and a 
team of dedicated and extremely 
capable leaders that have been by 
my side throughout this journey.

Frank Price
Chief Executive Officer

over the next 12 months, are 
designing a General Manager 
program to support our village 
leaders and partnered with a 
premier vocational education 
and training company, Key 2 
Learning College, to source 
internationally qualified nurses 
to join our team in the new 
year. We have also designed 
a new training package for 
care workers, the “Super Carer” 
program, which is currently 
awaiting State Government 
approval. Each of these 
initiatives ensures that RFBI 
will continue to have the right 
people providing the best care 
to those most in need.

 x Our investment in people 
has also seen our Processes 
strengthen. Leveraging the 
knowledge and experience 
within our team, we 
have refined the way we 
communicate and the way 
we deliver services. We 
have introduced a Risk and 
Compliance team and a Quality 
and Development team who 
have already made considerable 
improvements in our clinical 
oversight, clinical data analysis, 
documentation and compliance. 
They are also offering valuable 
additional support and mentoring 
for village staff. 

 x Our forward-looking approach 
has ensured we are strategically 
focused on the future and our 
strategic plan captures our 
vision along with the steps 
we will be taking to ensure 
RFBI remains relevant, able to 
embrace the changes planned 
for the aged care sector over 
the next five years and deliver 
the care and services Australians 
need and want as they age.  

Covid-19 has taken a huge toll. 
The ongoing vigilance required 
by our staff to keep everyone 
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RFBI’s Board of Directors brings together a range of skills and experience within a 
framework of good corporate governance to ensure our success well into the future. 
This year we were delighted to welcome a new member who brings new ideas, 
experience and expertise that will add value to our organisation and services we 
provide.

Top row from left:  
David Adams (Chairman); 
Jill Pretty (Deputy Chairman); 
Peter Ditzell; Peter Lazar AM. 
Bottom row from left:  
Alan Farrell; Roland Keller; 
Peter Mackinnon OAM; Roger 
Eaton and Bryan Gray.

Member              Attended     Meetings

David Adams 14 14

Jill Pretty 12 14

Peter Ditzell 10 14

Alan Farrell 8 14

Roland Keller 5 14

Peter Lazar 13 14

Peter Mackinnon 14 14

Roger Eaton 13 14

Bryan Gray 10 10

RFBI Board of Directors attendances
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Board members

Meet Bryan Gray,  
newest RFBI  
Board Member
A very warm welcome 
to our new director, 
Bryan Gray who joined 
the RFBI family last year.
Bryan Gray has vast 
experience in financial 
services as former 
Managing Director in Sales and Client Management 
(Investor Services) at J.P. Morgan.
We welcome his wealth of knowledge in risk 
management and financial investments and look 
forward to his contribution as a member of our Board. 



Leadership team

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

Thank you for all that you do
As a Leadership Team, we are grateful for the guidance and 
leadership our Board and CEO have provided us as RFBI navigates the 
challenging aged care landscape.
We thank our wonderful staff who enrich the lives of people in our 
care through the provision of high quality care and services and our 
Head Office colleagues, who provide support to our Village and Care 
at Home teams.
Finally, a big thank you to our Regional General Managers and Village 
General Managers for your devotion to your teams, ensuring that all 
our residents, clients, volunteers and staff are well taken care of. You 
make RFBI a wonderful place to live and work and we appreciate all 
you do.



In light of the pandemic and the impact this has had on our operations, we reviewed our 
2020-2024 Strategic Plan, adjusting some of our goals to maximise our strengths, prioritise 
growth and diversification and launch new workforce initiatives to overcome the challenges 
we face.

 STRATEGIC PILLAR   2024 GOAL   TRACKING

Benevolence
To continue our Masonic 
heritage of delivering support 
in our communities through 
partnerships and with Lodges 
across NSW and ACT.

$150,000 donations  
received

500 Volunteers

We received $273,000 in donations and bequests during  
the financial year. 

We have launched our online donation page and will be 
launching our first fundraising campaign in 2022.

We currently have 400 active volunteers. The pandemic has 
meant we have had to change the way our volunteers engage 
with our residents. As restrictions ease across our communities 
we will review our volunteer workforce and recommence our 
recruitment initiatives.

Growth & 
Diversification
Expand our portfolio to include 
assisted and community living. 
To enhance our existing service 
offerings across all areas.

2000 Care at Home clients 

Nine successful innovations 
implemented

Palliation services scoped

One new RFBI lifestyle village 
opened 

Hawkins Village build completed

450 new retirement units

96% occupancy residential  
care 

95% occupancy retirement living

Covid-19 has meant our Care at Home growth initiatives have 
had to be delayed, however our response to Covid-19 has 
instilled confidence in our market and we have seen a steady 
flow of enquiries and new clients. 

The innovative, government funded trial of the Painchek® APP 
across all our residential villages enhances the ability of our 
team to identify changes in pain for our non-verbal residents. 

We achieved an average occupancy of 94% across our 
residential care villages and 91% occupancy across our 
retirement villages in the 2020-2021 financial year.

A focus on proactively re-marketing retirement units as 
they become vacant and flexible contract arrangements has 
generated a growth in interest in our retirement villages and is 
laying the groundwork to achieve our occupancy target.

A program of redevelopment for our units and retirement 
villages will also increase marketability and interest.

Workforce
To grow and build a work-
force that is supported and 
equipped with the tools to 
become future leaders in  
aged care.

Mentor program in place

Formalised training programs

$100K Scholarship funding

RFBI has partnered with Key 2 Learning College to deliver 
tailored aged care training and professional development for 
our staff. The first training program to be released is for our 
registered nurses. It is a 12-month program that includes 12 
dedicated full paid days of training which count towards their 
continuous improvement hours.

Culture
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.

New intranet in place

Net Promoter Score (NPS) +48

Three research projects completed 

RFBI launched our new SharePoint intranet in January 2021. 

The Net Promoter Score is used to reflect the degree to which 
our current residents would recommend RFBI as a place to live. 
Our current Net Promoter Score is +43.
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Covid-19 response

Australia has come a long way since the 
outbreak of Coronavirus and while we 
are past the initial shock of having been 
impacted by a global pandemic, the risk of 
this disease and the diligence we need to 
maintain to keep our residents, clients and 
staff safe, has not lessened.

Vaccinations of staff and residents
Medical experts agree that the best way to protect 
ourselves and those around us, is to get vaccinated. 
Today, all RFBI residential care residents have been 
offered both doses of the vaccine and we support 
new residents to get vaccinated, if they aren’t already, 
when they move into the village.
To meet Government requirements, RFBI is working 
with our staff to ensure everyone has had at least 
one dose of Covid-19 vaccine by 17 September 2021 
and we continue to support our families and local 
community members to access the vaccine.
To assist in the government’s vaccination efforts, RFBI 
has offered our vacant buildings in various locations 
throughout the state to be used as Covid vaccination 
centres. We hope this will allow the government to 
grow the number of vaccination hubs so that all aged 
care staff, families and volunteers can receive their 
vaccination.  

Covid-19 readiness 
Since the outbreak of the Coronavirus pandemic,  
RFBI has put in place various strategies and resources 
to ensure we are able to respond quickly and 
effectively should we have an outbreak of Covid-19 
in any of our Villages or Care at Home services.
We have worked closely with our local area health 
networks and government health experts, aligning 
our processes with current best practice and 
leveraging lessons learned from outbreaks in other 
aged care services. 

Many of the supports and resources we put in place 
at the outset of the pandemic have proved valuable 
and we continue to invest in these. Such as:
 x Our Crisis Management Team (CMT) which 
continues to meet regularly to review and update 
our response so that it is in accordance with 
current government requirements and health 
advice. 

 x RFBI has invested over $3.5M in personal 
protective equipment (PPE), creating stockpiles at 
each RFBI Village and centrally to ensure we have 
enough on hand should we need it.

 x Ongoing infection prevention and control training 
for all staff.

 x Infection Prevention and Control Lead in each RFBI 
Village.

 x Certified Infection Prevention and Control staff at 
each RFBI Village.

 x Pre-entry screening for anyone wishing to enter an 
RFBI Village.

 x Close monitoring of Covid-19 cases in our local 
communities so that we can respond promptly to 
growing risks and relax restrictions as soon as it is 
safe to do so.

Providing peace of mind
As well as adhering to all government directions, at 
times RFBI has introduced additional precautionary 
measures designed to keep our residents and staff 
safe. Ensuring our residents, clients and families are 
informed about our response to Covid-19 has been a 
key feature of our pandemic response and has given 
them confidence and peace of mind.

 “Just a few lines to thank you so much for keeping 
us up to date with what’s happening with our loved 
ones in the Village. I do appreciate what you have 
done. Thank you.” 

The Kinsland family, RFBI Coffs  
Harbour Masonic Village
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Above: Staff from RFBI Holt Masonic Village receiving their vaccinations.



Total Benevolence $870,194

When RFBI was founded 
in 1880, there were no 
government funded social 
welfare programs to 
support people. It was up 
to benevolent institutions 
like ours to provide financial 
assistance to those who 
needed it. 
Today, RFBI is proud to continue 
our legacy of helping people in 
need. Through our Benevolence 
Program and Annuity Scheme, 
RFBI provides subsidised accom-
modation, donates health 
equipment to help people live 
better, one-off and ongoing 
financial assistance as well as 
funding to support important 
research projects. 

Celebrating 140 years of 
service
Last year, RFBI celebrated 140 
years of service and we were 
delighted to celebrate with our 
staff, residents, clients and families 
as part of our Annual General 
Review Luncheon. Together with 
our Board of Directors and Senior 
Management Team, we live-
streamed the celebration into all 
22 RFBI Villages, recapping on 
all that we have done to care for 
senior Australians, support our 
local communities and funding we 

have provided to allow important 
research and health initiatives 
to be undertaken, such as the   
University of Sydney’s Healthy 
Gums and Muscles for a Healthy 
Brain Program.

Annuitants 
RFBI is pleased to also be able 
to support people in our local 
communities by providing short 
term financial relief to cover 
unexpected expenses such as 
funeral costs or ongoing financial 
assistance when required.
In 2020-2021 RFBI supported 12 
individuals and families, such as 
Kylan (right), providing $3,950 
every month in assistance. 
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Below: Cake cutting by David Adams, 
Chairman and Frank Price, CEO during our 
140th celebrations.

AT A GLANCE
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  
Neville Stackpool   $166,981

Janet Browning   $20,000

McEwen Family  
Foundation $10,000

Emorgo Foundation     $10,000

Benevolence

BENEVOLENCE 
PAYMENTS

$134,447

$672,697

ANNUITIES PAID

$63,050

SUBSIDISED  
ACCOMMODATION
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Above: RFBI Hawkins Masonic Village resident, Yvonne Bates, getting her oral health assessment 
from Emma Collins, Senior Smiles practitioner.

Kylan is our youngest annuitant. 
He suffers from a rare skin condition called Epidermolysis 
Bullosa that causes fragile, blistering skin. These blisters 
may appear in response to minor injury or friction, such 
as rubbing, scratching or adhesive tape and in severe 
cases can be life-threatening.
Kylan’s mother, Emily is 20 years old and is a single mum.

“I’m grateful to have support from RFBI. It means a 
lot to me and my family,” said Emily.

RFBI has been proudly supporting Kylan since 
2018 and we were delighted to receive photos 
of him from his mother.

FEATURE STORY | Supporting all ages 
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Supporting our local communities
We are proud members of our local 
communities and through our 
Benevolence Program and Annuities 
Scheme have provided assistance in 
a variety of ways. This year alone, we 
have:
 x supplied close to $10,000 worth of 
defibrillators, bringing this initiative 
to a total of 24 defibrillators to 21 
Lodges since 2017;

 x provided $95,000 to Men’s Health 
Education Rotary Van (MHERV) to 
fund a registered nurse to travel 
with the van. Since 2017, RFBI has 
donated $225,000 in total to this 
program;

 x subsidised accommodation to the 
value of $650,000. 

     I’m grateful  
to have support from 
RFBI. It means a lot to 
me and my family.”

Emily,  
Kylan's mother

“

Would you like to donate?
You can support those in need by making a donation or leaving a bequest to RFBI.  
Visit rfbi.com.au or send a cheque to RFBI, PO Box A2019, Sydney South NSW 1235.



For some time, RFBI had recognised 
that aged care workers were doing it 
tough. For years they had weathered 
drought, flood, fire and then at 
the start of 2020, became part of 
the frontline health response for 
a global pandemic. Yet, despite all 
the challenges they face, our staff 
continue to come to work every day 
providing great care to our residents 
and clients and doing everything 
they can to ensure they are happy, 
healthy and safe.
In recognition of the wonderful work 
they do and as our way of caring for 
the carers, RFBI launched the Mental 
Moments Show. 
Hosted by Max Markson of Markson 
Sparks! and run throughout Mental 
Health Week in October, the Mental 
Moments Show was a free livestream 
event designed specifically for our 
residents, clients, families and staff. 

The show featured performances 
from Aussie legends such as Kamahl, 
Normie Rowe, Rhonda Burchmore, 
Geoff Jansz and Sam Powers as 
well as special messages from 
NSW Governor, Her Excellency the 
Honourable Margaret Beazley AC QC, 
Bronwyn Bishop AO, Pat Sparrow, 
CEO ACSA and Ian Thorpe.
Every day, our audience also heard 
from staff and residents at our 
Villages, along with messages of 
thanks to those people who are 
making a difference to their lives or 
the life of a loved one.
RFBI is delighted to be partnering 
with the Australian Aged Care 
Collaboration to take the show 
nationally so that aged care workers, 
residents, home care clients and their 
families from right across Australia 
can continue the conversation on 
the importance of mental health in 
aged care and keep caring for the 
carers. 

Our people

“Thank you for your invitation to join with you to say a thank you to the 
wonderful people who cared for and loved our father...You have some very 
special people on your staff and we wish to thank them sincerely for all of 
their care, love, attention they give our father.”

Judith Edmunds, daughter of RFBI resident

“A big 'thank you' to all the staff at RFBI Leeton Masonic Village. Your 
everyday care for Theo is very much appreciated.” 

Georgia, Maria and George Papatodori

FEATURE STORY  | Caring for the carers
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At RFBI our people are our 
most important asset and 
every one of our dedicated 
employees plays a big part 
in the lives of those in our 
care. Whether it’s providing 
care directly, or supporting 
those that do, our team 
is united in our vision to 
provide care and services 
that enhance the lives of 
older Australians. 

Mental Health and Wellbeing
In order for our staff to provide 
the best care to others, they need 
to feel mentally and physically 
well themselves. In our 2020 Staff 
Mental Health and Wellbeing 
Survey, we invited staff to provide 
feedback on their mental and 
physical health and the support 
they receive to maintain good 
mental and physical health. 
Pleasingly, almost 50% of our 
workforce engaged in the 
survey and results showed an 
improvement in their satisfaction 
with the support they receive from 
both their direct line managers and 
the organisation. 
This year RFBI invested in the 
mental health of our staff by 
having 24 staff from across our 
service network trained as Mental 
Health First Aiders. The skills that 
our team members learnt offer 
countless benefits to our villages 
and ensure there is additional 
support available should fellow 
team members need it.

Recruitment
Recruitment has been a growing 
challenge for RFBI, as it has been 
for all aged care providers and 
indeed the whole healthcare sector. 
With international movements 
restricted and the sudden increase 
in demand for frontline health 

workers, Australia is experiencing an 
aged care workforce crisis. In response, 
we are constantly reviewing our 
recruitment strategies to identify new 
ways to attract future employees. 
At the start of the pandemic, RFBI 
partnered with organisations and 
local businesses who had to stand 
staff down or reduce their staff hours 
in response to Covid-19 lockdowns. 

Offering on the job training for any 
who have not worked in the sector 
before, RFBI has been able to support 
our local communities, keep people 
employed as well as introducing new 
people to aged care and the variety of 
career opportunities this sector has to 
offer.
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mental moments
show

RFBI's

RFBI's 2020 Mental Moments Show brought our 
residents, clients, families and staff from across our 
communities together virtually for an hour of fun and 
laughter every day throughout Mental Health Week. 
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RFBI is proud to have an experienced, stable workforce and congratulates the 
following staff members for their Years of Service Awards.

Years of service

5  years Village

Jane Cullen RFBI Armidale Masonic Village

Andrew Bindley RFBI Armidale Masonic Village

Rona Pabalan RFBI Armidale Masonic Village 

Pauline Swilks RFBI Armidale Masonic Village

Rebecca Payne RFBI Armidale Masonic Village

Natalie Green RFBI Armidale Masonic Village

Deepa Basnet Khatiwada RFBI Armidale Masonic Village

Tracie Lomas RFBI Armidale Masonic Village

Christopher Mitchell RFBI Basin View Masonic Village

Robyn Homan RFBI Basin View Masonic Village

Lisa Roberts RFBI Basin View Masonic Village

Alison Beale RFBI Bathurst Masonic Village

Prabhjot Kaur RFBI Bathurst Masonic Village

Christine Callan RFBI Bathurst Masonic Village

Alistair Keats RFBI Bellingen Masonic Village

Suzanne Kelly RFBI Benhome Masonic Village

Michelle Tessier RFBI Benhome Masonic Village

Sharda Krishna RFBI Benhome Masonic Village

Roslyne Luke RFBI Benhome Masonic Village

Cindy Mcdougall RFBI Benhome Masonic Village

Samantha Richings RFBI Benhome Masonic Village

Helen Gallagher RFBI Berry Masonic Village

Haley Ryan RFBI Berry Masonic Village

Tiffany Emery RFBI Care At Home New England

Madelyne Sydenham RFBI Care At Home New England

Nicole Horne RFBI Cessnock Masonic Village

Jamie Burke RFBI Cessnock Masonic Village

Kendal Vandougall RFBI Cessnock Masonic Village

Joginder Kaur RFBI Concord Community Village

Simona Ragatzu RFBI Concord Community Village

Palwinder Kaur RFBI Concord Community Village

Nidhi Gaur RFBI Goulburn Masonic Village

Yesha Saraiya RFBI Goulburn Masonic Village

Nick Payne RFBI Hawkins Masonic Village

Kim Hart RFBI Hawkins Masonic Village

Jees Mathew RFBI Hawkins Masonic Village

Cassandra Macdonald RFBI Hawkins Masonic Village

Nicole Cizzio RFBI Hawkins Masonic Village

Naomi Baker RFBI Hawkins Masonic Village

Malcolm Redmond RFBI Hawkins Masonic Village

Nadine Cardow RFBI Hawkins Masonic Village

David Markwell RFBI Hawkins Masonic Village

Sarah Hardes RFBI Hawkins Masonic Village

Tanita Ralph RFBI Hawkins Masonic Village

Robyn Sinclair RFBI Hawkins Masonic Village

Paul Harris RFBI Hawkins Masonic Village

Traci-Lee Sault RFBI Hawkins Masonic Village

Kellie Upton RFBI Head Office

Ninive Lopez Pineda RFBI Head Office

Shammi Doda RFBI Holt Masonic Village

Herbert Hodgson RFBI Holt Masonic Village

Sonal Ami RFBI Holt Masonic Village

Siham Benabdallah RFBI Holt Masonic Village

Virginia Wunderwald RFBI Kurri Kurri Masonic Village

Kathryn Evans RFBI Kurri Kurri Masonic Village

Sarah Baird RFBI Kurri Kurri Masonic Village

Anna Brown RFBI Kurri Kurri Masonic Village

Dylan Gould RFBI Kurri Kurri Masonic Village

Holly Skeen RFBI Kurri Kurri Masonic Village

Irene Stuart RFBI Lake Haven Masonic Village

Melissa Gibson RFBI Lake Haven Masonic Village

Peter Karanikolas RFBI Lake Haven Masonic Village

Kirby Paterick RFBI Lake Haven Masonic Village

Chi Pham RFBI Lakemba Masonic Village

Alison De Paoli RFBI Leeton Masonic Village

Jayarna Britt RFBI Leeton Masonic Village

Joanne Edwards RFBI Leeton Masonic Village

Emma Bush RFBI Leeton Masonic Village

Asu (Elizabeth) Ayuk RFBI Moonbi Masonic Village

Tanya Murray RFBI Moonbi Masonic Village

Fiona Munro RFBI Moonbi Masonic Village

Tasia Riordan RFBI Moonbi Masonic Village

Caroline Allen RFBI Moonbi Masonic Village

Monique Crosland RFBI Moonbi Masonic Village

Tricia Harvey RFBI Moonbi Masonic Village

Anup Shahi RFBI Moonbi Masonic Village

Kristine Keven RFBI Moonbi Masonic Village

Carolyne Pout RFBI Moonbi Masonic Village

Kody Sherlock RFBI Tamworth Masonic Village

Upinder Kaur RFBI Tamworth Masonic Village

Eddie Bird RFBI Tamworth Masonic Village

Laura Diebold RFBI Tamworth Masonic Village

Haley Daniher RFBI West Wyalong Masonic Village

Nicole Ball RFBI West Wyalong Masonic Village

Natalie Byrne RFBI West Wyalong Masonic Village

Leisa Noack RFBI West Wyalong Masonic Village

Colin Taylor RFBI West Wyalong Masonic Village

Nikki Sneade RFBI West Wyalong Masonic Village

Hannah Bourke RFBI West Wyalong Masonic Village

10 years Village

Judith Ewing RFBI Armidale Masonic Village

John Nelson RFBI Armidale Masonic Village

Susan Ferguson RFBI Basin View Masonic Village

Barbara Sedman RFBI Basin View Masonic Village

Lynda Sherriff RFBI Basin View Masonic Village

Sharon Scott RFBI Bellingen Masonic Village

Kate Sobor RFBI Benhome Masonic Village

Janene O'Neill RFBI Benhome Masonic Village

Lisa Davies RFBI Benhome Masonic Village

Margaret Mcdonald RFBI Benhome Masonic Village

Anne Buman RFBI Benhome Masonic Village

Jakana Sheen RFBI Care At Home Lower Hunter

Caitlin Jones RFBI Care At Home Lower Hunter

Trudy Bailey RFBI Cessnock Masonic Village

Jennifer Ritchie RFBI Cessnock Masonic Village

Lynette Steele RFBI Coffs Harbour Masonic Village
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Debbie O’Shea is one of RFBI’s 
longest serving staff members 
who started her journey with us 
as a visitor, regularly coming 
to the Village as part of her 
children’s playgroup program. 

Since joining the team 35 
years ago, Debbie’s career has 
taken her through many roles 
and today she is the General 
Manager at RFBI Moonbi 
Masonic Village.

Congratulations to Debbie O'Shea for  
35 years of service

15 years Village

Tanya Cullen RFBI Armidale Masonic Village

Lee Chapple RFBI Bathurst Masonic Village

Belinda Moore RFBI Bellingen Masonic Village

Sheila Silvia RFBI Bellingen Masonic Village

Heather Foley RFBI Bellingen Masonic Village

Mouna Stringaro RFBI Bellingen Masonic Village

Theresa Dwyer RFBI Benhome Masonic Village

Louise Sargent RFBI Care At Home Lower Hunter

Adrienne Bartlett RFBI Cessnock Masonic Village

Nancy Mckewin RFBI Cessnock Masonic Village

Jacqueline Bayliss RFBI Cessnock Masonic Village

Robyn Barrett RFBI Coffs Harbour Masonic Village

Melehifo Haangana RFBI Concord Community Village

San San Tsen RFBI Concord Community Village

Heather O'Rielly RFBI Glen Innes Masonic Village

Janelle Morris RFBI Goulburn Masonic Village

Kim Jackson RFBI Goulburn Masonic Village

Kerrie Heffernan RFBI Hawkins Masonic Village

Linda Jobson RFBI Hawkins Masonic Village

Ermina Dzenanovic RFBI Hawkins Masonic Village

Gloria Marohn RFBI Hawkins Masonic Village

Margarita Vucic RFBI Hawkins Masonic Village

25 years                                     Village

Neil Vitnell RFBI Cessnock Masonic Village

Judith Simpson RFBI Hawkins Masonic Village

Louise Dean RFBI Hawkins Masonic Village

Sanjila Verma RFBI Head Office

Helen Smith RFBI Kurri Kurri Masonic Village 

Lorelle Fuller RFBI Lake Haven Masonic Village

Lindon Goddard RFBI Lake Haven Masonic Village

Rehana Bhutta RFBI Lakemba Masonic Village

30 years

Lindy Twyford RFBI Head Office

35 years

Debbie O'Shea RFBI Moonbi Masonic Village

Rhonda Bamford RFBI Coffs Harbour Masonic Village

Ranjana Manandhar RFBI Concord Community Village

Sandra Charles RFBI Goulburn Masonic Village

Carmen Futcher RFBI Hawkins Masonic Village

Kim Reay RFBI Hawkins Masonic Village

Rosalin Eamyingpanich RFBI Hawkins Masonic Village

Lana Cooper RFBI Hawkins Masonic Village

Raquel Blake RFBI Hawkins Masonic Village

Linda Bennett RFBI Head Office

Shiela Bien RFBI Head Office

Jill Walters RFBI Head Office

Annette Morris RFBI Kurri Kurri Masonic Village

Nathan Pickett RFBI Kurri Kurri Masonic Village

Janene Giese RFBI Kurri Kurri Masonic Village

Angela White RFBI Kurri Kurri Masonic Village

Lee-Anne Gayler RFBI Lake Haven Masonic Village

Michelle Amos RFBI Lake Haven Masonic Village

Diep Do RFBI Lakemba Masonic Village

Rahel Techane RFBI Lakemba Masonic Village

Helen Kakino RFBI Lakemba Masonic Village

Angeliza Tuzon RFBI Lakemba Masonic Village

Nestor Sumang Jr RFBI Lakemba Masonic Village

Graeme Fenn RFBI Moonbi Masonic Village

Theresa Woollard RFBI Moonbi Masonic Village

Nicholas Mchugh RFBI Moonbi Masonic Village

Elizabeth Diebold RFBI Tamworth Masonic Village

Debbie Walsh RFBI Tamworth Masonic Village

Natalie Byrne RFBI West Wyalong Masonic Village

Leisa Noack RFBI West Wyalong Masonic Village

Colin Taylor RFBI West Wyalong Masonic Village

Nikki Sneade RFBI West Wyalong Masonic Village

Hannah Bourke RFBI West Wyalong Masonic Village

Smithy Briand RFBI Hawkins Masonic Village

Julie Barnier RFBI Hawkins Masonic Village

Victor Hernandez RFBI Head Office

Irma De Guzman RFBI Head Office

Andrew Alpe RFBI Head Office

Stacey Robertson RFBI Head Office

Jennifer Richardson RFBI Head Office

Adam Woodhall RFBI Kurri Kurri Masonic Village

Cheryle Rapa RFBI Lake Haven Masonic Village

Yan Huang RFBI Lakemba Masonic Village

20 years

Sharron Murphy RFBI Bathurst Masonic Village

Debbie Wilkinson RFBI Care At Home Lower Hunter

Deborah Seymour RFBI Care At Home Lower Hunter

Patricia Stazak RFBI Hawkins Masonic Village

Matthew Parr RFBI Hawkins Masonic Village

Judith Lees RFBI Holt Masonic Village

Georgina Newstead RFBI Kurri Kurri Masonic Village

Gregory Rumbel RFBI Kurri Kurri Masonic Village

Mandy Mcleod RFBI Lake Haven Masonic Village

Angelina Abdul RFBI Lakemba Masonic Village

Ngoc Bui RFBI Lakemba Masonic Village

Frances Morell RFBI West Wyalong Masonic Village

13



Operations report

Above: Lisa Cotterill, General Manager at 
RFBI Goulburn Masonic Village, graduated 
the Infection Control Prevention course with 
Honours.

Responding to legislative changes 
and preparing for further reform 
has also been an area of focus 
and much work has been done 
at all RFBI Villages to ensure 
we are adhering to the new 
requirements. To support our 
teams, we have established a new 
Risk and Compliance Team, led 
by Anne Dand, who works across 
our services to identify areas 
for improvement. We are also 
introducing a new Governance 
System which will transform the 
way we monitor care and service 
performance and consumer 
satisfaction.
Of course, our teams have also 
been required to respond to a 
global pandemic, maintaining 
constant vigilance so as to protect 
our residents, clients and staff.
Yet, despite the many challenges 
we have faced, our staff have 
shown yet again their passion and 
dedication for those in their care, 
continuing to deliver exceptional 
care and ensure that their residents 
and clients remain happy, healthy 
and connected with loved ones.
Jennifer Watson, our in-house 
Clinical Nurse Practitioner 
and Deborah Cowler, Regional 
General Manager for Quality 
and Development, have led our 
clinical response to the pandemic 
supporting our teams and ensuring 
our processes are updated in 
line with Department of Health 
guidelines. 
Our lifestyle teams have worked 
closely with residents and families 
to ensure they are able to stay 
connected and have constantly 
adapted and updated our activities 
program in light of current 
Covid-19 restrictions.  
Earlier this year, we held our first 
Leisure and Lifestyle Conference 
bringing together members of 
our Leisure and Lifestyle team to 
learn from industry experts and 

In a blink of an eye, another 
year has passed and what a 
year it has been.  

Attracting and retaining sufficient 
staff to meet the needs of 
residents and clients continues 
to be a sector wide challenge 
and one that all our teams 
are feeling. To address this, we 
have expanded our traineeship 
program and partnered with Key 
2 Learning College to create a 
pipeline of international workers 
to supplement our local workforce. 

share what is working best within 
our existing programs. Due to 
Covid-19 restrictions, the two-day 
conference was held as a virtual 
event and attendees took back 
wonderful ideas to implement 
within their lifestyle program to 
enrich the lives of our residents. 
We had 32 staff become certified 
Infection Control and Prevention 
Leads, further supporting our 
robust infection prevention and 
control measures. 
In October 2020 we proudly re-
opened our RFBI Coffs Harbour 
Masonic Village following 
the completion of extensive 
refurbishments and earlier this 
year were delighted to meet with 
staff, residents and families at 
RFBI Hawkins Masonic Village to 
share with them our new Village 
Master Plan. The new plan will see 
our flagship village transformed 
with new Apartments for Life, new 
retirement units, a brand-new 
state of the art residential aged 
care village and a community 
hub offering an onsite café, hair 
dresser, library and function room.  
We are also investing in our 
retirement villages, refurbishing 
units as they become available 
so as to ensure they offer bright, 
modern accommodation that our 
active retirement communities 
desire. 

Louanne Riboldi
Chief of Operations
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      The Leisure and Lifestyle 
conference was a great opportunity 
for all staff to network and share 
ideas. The guest speakers were 
experts in the field who gave us 
practical ways to improve upon 
tailored lifestyle programs for our 
residents."  

Lana Cooper, Lifestyle Officer at  
RFBI Hawkins Masonic Village.
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People and Culture report

There is no denying that our 
workforce is at the centre of 
who we are and what we do. 

Recruitment in the aged care 
sector continues to come with its 
challenges and a big focus over the 
last 12 months has been having 
enough employees to care for our 
residents and clients. The focus 
for the upcoming year is how to 
attract, recruit and retain the best 
people to work with us.
Some surveys conducted by the 
Australian Human Resources 
Institute (AHRI) in late 2020, 
identified that Australian 
businesses and governments spend 
seven billion dollars each year on 
recruitment costs. The survey also 
identified that health care workers 
are one of the five fastest growing 
occupations in Australia from now 
until 2030. It makes recruitment a 
continued high priority, both from 
a cost and demand perspective.
As we look to build strategies on 
future recruitment, traineeships 
continue to be a focus. This 
year, we built a relationship and 
established special programs with 
Apprenticeship Careers Australia, 
who have supported 43 trainees 
across our organisation. 
This year we have taken greater 
ownership of mental health in the 
workplace. 

We selected and paid for mental 
health first aid training for some of 
our employees. To date we have 24 
qualified mental health first aiders 
across our regions.
Like physical first aid, mental health 
first aid is given until the person 
receives professional help or until 
the crisis resolves.
Offering such training to our 
employees will build focus on 
creating a healthier workplace 
and aligns us with many more 
workplaces who are realising the 
impact of mental health problems 
at work on their people and 
productivity.
A major piece of work this year has 
been on the installation of a new 
time and attendance management 
system. The project team hit the 
ground running to move to the 
Ultimate Kronos Group (UKG) 
Workforce Dimensions System 
(WFD).
The project was initiated with a goal 
to convert many current manual 
timekeeping and payroll processes 
to an electronic, paperless system, 
and to realign responsibilities.
This is to ensure that employees are 
paid on time and accurately for the 
work performed and to save our 
organisation a significant cost by 
eliminating manual data entry.
Amongst the many features the 
system will provide realtime 
information to employees and 
managers about their leave balances 
and hours worked. The system will 
also allow staff to project leave 
ahead of time and the powerful 
scheduling planner will keep 
everyone up to date.
It will be a move to a cloud-based 
system and a mobile application 
that will enable employees to have 
access to their own information at 
their fingertips.

This important upgrade will provide 
real time reporting capabilities in a 
simple, easy to understand format 
thus enabling management to 
make informed decisions about 
staffing requirements to ultimately 
provide the best coverage to our 
consumers.
This is an exciting time and we look 
forward to a successful roll out and 
implementation later this year.
What a year it has been. We have 
continued to stretch our people 
to new limits. The RFBI team 
has come to recognise what a 
committed and resilient group of 
people we are.
The People and Culture team look 
forward to continued work in the 
upcoming year of developing and 
maintaining a mentally healthy 
and supportive workplace.

Mary Galanopoulos
Chief of People and Culture

Above: Jenny Hao, our Injury and Workers 
Compensation Advisor is now a trained Mental 
Health First Aider.
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Marketing report

Above: CEO Frank Price (left) and RFBI Food 
Ambassador, Geoff Jansz cook up some treats during 
the Mental Moments Show.

The past year has been another 
unique and challenging one for 
everyone who lives and works 
in aged care and our focus has 
been on ensuring our staff, 
residents, clients and families 
remain informed and feel 
supported.

Virtual communications, events 
and social activities formed a 
big part of our village lifestyle 
programs and it has been 
wonderful to see everyone 
adapt to make these an effective 
alternative to face to face 
interactions. 
In light of Covid-19 restrictions, 
many of our village activities 
which involve our community 
members, were not able to 
proceed. Our Annual Open Day 
and Spring Garden Festival had to 
be cancelled again along with our 
Seniors Festival plans. To combat 
this our teams have worked hard 
to find other ways to stay engaged 
with our local communities and 
have adapted intergenerational 
programs to allow for Covid-19 
safe ways for our residents and 
young community members to stay 
connected. 
We have also created virtual 
tours of our residential care and 
retirement villages, ensuring that 
prospective residents and families 
can view our villages even when 
they cannot visit in person. 

In October 2020, we launched RFBI’s 
Mental Moments Show, a week-
long show that ran throughout 
Mental Health Week to start the 
conversation on the importance of 
mental health in aged care. Hosted 
by Max Markson of Markson Sparks! 
the show included performances 
from a number of Aussie legends, 
interviews with special guests as 
well as messages of thanks and 
appreciation for our staff. Feedback 
from residents, clients and families 
was very positive and we are 
delighted to be partnering with the 
Australian Aged Care Collaboration 
to take the 2021 show nationally so 
that all aged care workers, residents 
and families can continue the 
conversation on the importance of 
mental health in aged care. 
On the back of the success of 
our Mental Moments Show, in 
December we partnered with Aged 
& Community Services Australia 
(ACSA) and Leading Age Services 
Australia (LASA) to produce The 
Big Christmas Sing-A-Long. The 
free livestream event included 
performances from Johnny Young, 
Normie Rowe OAM, Ernie Dingo 
and our very own Marjory Wood.  
Hosted by Network Ten Presenter, 
Narelda Jacobs, the show was 
watched by close to 500,000 older 
people across Australia.
Despite the challenges presented 
by Covid-19, occupancy remained 
a priority. Working with our 
retirement teams, we have sought 
to re-market retirement units as 
soon as they become available, 
reducing the time units are vacant. 
We have also introduced Flexible 
Contract Arrangements, allowing 
new residents to negotiate their 
ingoing contribution and deferred 
management fee based on their 
individual financial circumstances. 
Supporting our residential care 
villages, we have partnered with 

two new paid referral channels, 
creating a pipeline of prospective 
residents. We have also introduced 
free respite offers to allow new 
residents and their families the 
opportunity to experience life in our 
village prior to committing to move 
in permanently. 
Despite the challenges our teams 
have faced, their dedication to those 
in our care remains unchanged. 
Across our network of services 
satisfaction survey results show 
continued improvement with 
94% of our residential aged care 
residents and 91% of our residents’ 
representatives, rating their 
experience living in their RFBI Village 
as good or excellent, an improvement 
of 3% for both on last year’s results. 
94% of our retirement residents 
rated their experience living in their 
RFBI Retirement Village as good or 
excellent and 99% of our Care at 
Home clients rated the support and 
services they received as good or 
excellent, an improvement of 7% on 
last year’s results. 
It certainly has been a year like no 
other. Workforce shortages, ongoing 
legislative reform and the pandemic 
have all brought challenges we have 
needed to overcome but with our 
innovative approach and a shared 
passion for people, we have navigated 
these challenges, adapted and grown.

Alana Parker 
Chief Marketing Officer
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Strategy and Innovation report

It has been another year of 
challenges for RFBI and for the 
health and aged care sector 
in general. We continue to 
navigate the changes required 
to keep the communities we 
care for and our teams, safe and 
well.

We continued into this financial 
year with our focus on Covid-19 
related issues, refining our clinical 
response framework, training and 
PPE stocks. Our communication 
process established at the start 
of the pandemic has served as 
a robust framework for sharing 
information in a timely manner 
across the organisation. Our Crisis 
Management Team also continues 
to meet regularly and its decisions 
and updates shared in the Chief of 
Operations’ daily update.
In light of Covid-19, it is no 
surprise that the 5-year Strategic 
Plan launched in 2020 had to be 
reviewed. While the foundation 
of our plan and strategic pillars 
remained the same, refinements 
were made to maximise our 
strengths, prioritise growth and 
diversification and launch new 
workforce initiatives to help 
overcome the challenges we face.
One of the key growth areas in our 
strategic plan is to continue our 
'Aging at Home' approach through 
our Care at Home service and we 

were delighted to finally be able 
to restructure our team earlier this 
year in support of this growth. 
Despite ongoing challenges in 
recruitment, lockdowns and travel 
restrictions, the new structure 
is already improving efficiency, 
teamwork and customer service. 
Coupled with the development 
of each Hub's growth plans, new 
pricing and service structures, 
the team is well positioned to 
continue growing this service once 
restrictions ease.
Although we had less opportunities 
to realise our innovation targets 
as RFBI focuses on safety and 
pandemic management, we were 
able to launch a Wellness Centre 
at RFBI Coffs Harbour Masonic 
Village which includes a gym 
equipped with five strength 
and balance machines. Officially 
opened in April 2021, it is our 
2nd residential seniors’ gym and 
now has 20 residents visiting four 
times a week, led by local advocate 
John. At 81 years young, John’s 
enthusiasm for the new gym has 
proved infectious and membership 
has doubled since he’s encouraged 
residents to sign up.
After Covid-19 restrictions lift, 
we plan to expand this gym's 
membership to our local Care 
at Home clients and retirement 
residents, giving our communities 
the opportunity to improve their 
health and wellbeing through 
social exercise in a relaxed setting.
We also recently introduced the 
revolutionary new app, PainChek®, 
to all RFBI Villages to support staff 
in identifying pain in non-verbal 
residents, which may otherwise go 
undetected.  
PainChek® is a world-first pain 
assessment medical app which 
provides a fast and simple solution 
to help manage resident pain. 

Using short video recordings of a 
resident's face, the app analyses 
the images using facial recognition 
analytics to identify facial muscle 
movements that indicate pain. 
PainChek® is part of a 12-month 
government funded trial and 
will be used to support pain 
management in residents living 
with dementia who may not be 
able to communicate when they 
are in pain.
The year has certainly brought a 
mix of projects and challenges 
and we continue to learn and 
grow from them. The strength of 
our RFBI team is in its diversity, 
dedication and resilience and 
it’s these attributes that help us 
deliver the award-winning care 
our clients deserve. I look forward 
to sharing the next 12 months 
and reaching more milestones 
together. 

Alyson Pearce
Chief of Strategy and Innovation
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Above:  A resident at RFBI Coffs Harbour 
Masonic Village working out in the new gym.



Finance report

Below: RFBI staff fully decked out in PPE 
during Infection Prevention and Control 
training.

assets, Government Covid-19 
assistance and distribution from 
the liquidation of Maitland 
Benevolent Society Ltd. Our 
investment income decreased by 
$1.5M from the prior year as a 
result of decreasing interest rates. 
Government Funding equated to 
62% of the Total Income for the 
year with residents contributing 
29%.
Our expenditure increased by 4% 
to $161M with the primary driver 
being increased labour costs. This 
increased by 6% to $100.8M or 
67% of Total Income. Our average 
residential care occupancy rate 
was steady at 93.6%, retirement 
living decreased by 1% to 91% 
and the number of clients 
supported by our Care at Home 
services has remained steady.
RFBI’s focus in the face of the 
ongoing Covid-19 pandemic has 
been the safety of our residents, 
clients and staff. This year RFBI 
continued to incur additional 
costs for staffing, training, 
furlough payments to staff and 
additional PPE. The additional cost 

to the organisation was in excess 
of $3.6M. These costs have been 
partially offset by Government 
assistance totalling $2.0M.
As a public benevolent institution, 
RFBI continues to provide financial 
assistance to those in need. During 
the pandemic, our assistance to 
members in our community is more 
important than ever before. This 
year we have supported many from 
our communities through:
 x $63,000 through our Annuities 
Scheme

 x $135,000 in Benevolent Grants
 x $672,000 in subsidised retirement 
living accommodation

Whilst the year has been one of the 
most challenging in all our years of 
operations, we start the year with a 
fresh outlook of what it may bring 
and living with Covid.

James Shaw
Chief Financial Officer

The challenges of 2020 
continued unabated into 
2021, the impact of Covid-19, 
Government response to the 
Aged Care Royal Commission 
and the ongoing industry 
financial pressures. However, 
RFBI’s prudent, responsible 
approach to managing our 
finances has ensured that the 
organisation can continue to 
provide support and services 
to those in need in the face of 
these challenging times.

For 141 years, RFBI has maintained 
a strong history of financial 
sustainability and continues its 
proud tradition of not relying on 
any bank debt. This has provided 
stability in these challenging 
times and allows us to continue to 
care for those in need regardless 
of their financial circumstances. 
As at 30 June, RFBI increased its 
Total Assets by $3.8M to $413.8M. 
Financial Investments totalled 
$203M, an increase of $9.1M 
or 4.6%. Total Liabilities have 
increased by $2.3M to $298.5M.
RFBI’s net result for this 
challenging year was a surplus 
of $1.38M. Revenue increased by 
11% to $163M, in part attributed 
to the revaluation of financial 
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There have been some changes 
within our Care Assessment team 
as Anne Dand, Care Assessment 
Manager, moved to head up 
RFBI’s new Risk Assessment and 
Compliance (RACO) team. Barbara 
Maranik has stepped up into 

the Care Assessment Manager 
position and is supported by Ann 
Maree Vella, Stacey Robertson and 
Susan Hazelton.
Working with staff from across 
the organisation, the team 
achieved growth in ACFI and 

provided training on the new 
Australian National Aged Care 
Classification (AN-ACC) funding 
model, which will replace ACFI 
from October 2022.

Barbara Maranik
ACFI Manager

ACFI report

SUBSIDISED RETIREMENT VILLAGES            $
Central Region 107,595 

Hunter Region 100,365 

Northern Region 132,456 

Southern Region 332,281 

TOTAL 672,697 

AT A GLANCE  | FINANCIAL RESULTS

PERCENTAGE OF SUPPORTED/CONCESSIONAL 
RESIDENTS AT 30 JUNE 2021

INCOME $
Care Income 130,730,832

Donations, Legacies and Bequests 273,593

Accommodation Income 16,906,291

Investment Income 3,324,321

Other Income 11,835,577

OPERATING REVENUE 163,070,614

 EXPENSES
Labour Costs 100,757,522 

Residential Services 7,892,225 

Repairs and Maintenance 5,468,243 

Administration Costs 29,517,158 

Depreciation & Amortisation 13,839,666 

Utilities 4,021,134 

Annuities and Benevolence 197,497 

OPERATING EXPENDITURE 161,693,444 

RESULT 1,377,170 

ASSETS   $
Current assets 209,969,194 

Non-current assets 203,882,290 

TOTAL ASSETS 413,851,484 

LIABILITIES
Current liabilities 295,766,757 

Non-current liabilities 2,746,283 

TOTAL LIABILITIES 298,513,040 

 NET ASSETS 115,338,443 

EQUITY
Reserves 12,770,634 

Retained Earnings 102,567,810 

TOTAL EQUITY 115,338,444 
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Information Technology report

Below: Residents have been assisted to stay 
connected to loved ones via video calls.

While much of the Australian 
economy has ground to a halt, 
the work required of aged 
care providers has increased 
significantly over the past 
year.

Covid-19 restrictions have made 
it difficult for loved ones to see 
residents face to face but RFBI has 
been working hard to keep them 
connected through digital means. 
Each month RFBI hosts 2,600 video 
calls and 30,000 telephone calls 
across our 22 villages and head 
office. 
We have continued our 
commitment to provide technology 
to our clients, through WiFi access 
and smart TVs in residents' rooms, 
with over 500 installed to date. 
These provide access to online 
services such as Netflix, Stan and 
YouTube to help keep our residents 
entertained. And they have 
certainly been taking advantage of 
it with more than 17TB of data 
being consumed each month, 
the equivalent of 3,000 high 
definition movies!
We have also been working hard 
to keep our staff and residents 
safe.  Our online screening 
application has been completed 
over 220,000 times and has 
proven vital when contact tracing 
has been necessary during 
outbreaks.

The Royal Commission into Aged 
Care has highlighted the need 
for more transparency and to 
assist with this across our services 
RFBI has completed upgrades 
to our clinical systems and is 
implementing a state-of-the-art 
governance system to ensure we 
can deliver information in a timely 
and efficient manner.
How we digitally interact with 
Government is also changing. 
Services Australia has been 
mandated to modernise and 
streamline their systems and they 
are now making changes to how 
the MyAgedCare and Medicare 
websites operate. We have been 
working closely with our software 
partners to make the most of the 
new functionality.
One of the greatest challenges 
facing the aged care industry 
is staffing. There simply aren’t 
enough staff to meet the 
current demand, let alone future 
requirements. Technology will 
play a vital role in how we attract, 
retain and engage with our work-
force. This year we began the 
implementation of a new rostering 
system which will give staff more 
flexibility around how they work.
We are also continuing the rollout 
of our online platforms and 
soon all of our systems will be 

accessible from anywhere. I’m sure 
many of you are reading this while 
working from home and the aim 
of this program is to make that 
a viable option for our staff and 
contractors.
It is with great sadness that I share 
that I am leaving RFBI to move 
overseas to be closer to family. 
RFBI is more than a company, it 
is a family and it has been my 
home for more than fifteen years. 
Working at RFBI has been the 
most fulfilling experience of my 
life. I have had the privilege to get 
to know many of our residents, 
who always have a funny story to 
tell and most of our staff who are 
the most caring and honest people 
you could ever hope to find. 
As I move on to a new role, I thank 
you all for allowing me to share in 
the vital work you do caring for so 
many. You are in good hands with 
RFBI.

Andrew Alpe
Chief Information Officer
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Quality and Development report

FEATURE STORY | 
Excellence in Covid-19 management

The past year has been an 
extraordinary year for our 
Quality and Development 
team. I am grateful to our 
RFBI Board of Directors and 
Leadership team who have 
supported the growth of 
our team to introduce Lynda 
Brill as an additional clinical 
educator. 
A new bi-monthly newsletter 
introducing new, upcoming 
system changes along with 
common issues and solutions 
for our clinical system has been 
produced by our Clinical Systems 
Officer, Kellie Upton. Increased 
communication and upgrading of 
our clinical system has improved 
our clinical reporting capability 
and compliance.  

In November 2020, the Clinical 
Excellence Commission (CEC) Train 
the Trainers program on Infection, 
Prevention and Control (IPC) run 
by NSW Health, was attended 
by our Clinical Nurse Educators, 
Robyne Bragg and Lynda Brill. They 
then trained from across RFBI, 25 
IPC educators and clinical leads 
including Jen Watson Clinical Nurse 
Practitioner on IPC principles—
focusing on Covid-19 outbreak 
preparation. 
We have delivered education to 
all staff on the Serious Incident 
Response Scheme (SIRs), Restrictive 
Practices and introduced new 
reporting processes to ensure we 
remain responsive and accountable 
for the care we are providing. 
In order to better meet the current 
and future needs of our residents 
and Care at Home clients, this 
year we expanded our Clinical 
Governance Working Party and 
we were delighted to welcome 
representatives from Allied Health, 
Food Services and Care at Home.
As we look forward to the future, 
we are excited to be working with 
CompliSpace to introduce a new 
governance system that will not 
only streamline our processes, 

but also keep us up to date with 
legislative changes and industry 
best practices.
Despite the many changes and 
challenges we have faced this year, 
I am proud of all the achievements 
we have accomplished and we 
look forward to continuing to 
support more older Australians live 
comfortably and safely.

Deb Cowler
Regional General Manager, 
Quality and Development
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Jen Watson, RFBI's in-house Clinical Nurse Practitioner, has been 
instrumental in keeping our Pandemic Clinical Policy and Procedures up-to-
date in accordance with Department of Health guidelines. 
She has used her knowledge and clinical expertise to guide our response to 
the pandemic and support our team in all matters clinical.
Our Guidelines and Management Plan for Coronavirus (Covid-19) received 
acknowledgement from the Public Health Unit, confirmation that what we 
were doing was an excellent way to protect those we care for.

      As a Nurse Practitioner,  
2021 has been a very challenging 
year for myself fighting Covid-19,  
but also rewarding at the same 
time. RFBI are front runners in 
aged care and I wouldn't want to 
be anywhere else. RFBI ROCKS!"

Jen Watson, 
RFBI Clinical Nurse Practitioner
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AT A GLANCE 
RESIDENTIAL

CARE

Christmas has always been a favourite 
time of year for our residents and last 
year more than ever, we all needed 
that extra Christmas cheer. We were 
excited to partner with aged care peak 
bodies, Aged & Community Services 
Australia (ACSA) and Leading Age 
Services Australia (LASA) to create  
The Big Christmas Sing-A-Long. 
The program was a first-of-its-kind 
and drew close to half a million 
viewers from across Australia and 
around the world when it aired on 

December 17, 2020. Hosted by Studio 
10 presenter, Narelda Jacobs, the 
show included performances from 
a long list of Aussie legends and 
our own Marjory Wood, a registered 
nurse from our RFBI Basin View 
Masonic Village, who sang a beautiful 
rendition of ‘Oh Holy Night’.
Almost 700 tickets were sold for the 
show raising close to $6,000 which 
RFBI donated to music industry 
charity, Support Act.
RFBI again thanks our supporters 
and very generous sponsors for 
making this possible. Thank you to 
HSU NSW, Epicor, Telstra Health, 
Leef, CareVision, Coles Refrigeration, 
ComCater, EWH Food Services, 
Orchard Talent Group, Reward 
Hospitality, Gilmore Interior Design 
and Aware Super.

Residential care

Co-design Committee
Across all our Villages, we invited residents and their families to be part of 
our Co-design committees to help improve communication between our 
Village management, residents and families as well as help review and co-
design our policies and procedures to meet our residents' needs. 

94% 1,241

+43

Enjoying Village life
While there have been many 
changes to operations within our 
Villages to keep everyone safe, 
our residents have continued 
to enjoy a variety of activities, 
intergenerational programs, dress 
up themed days, visits from furry 
friends and so much more.  
Technology has been embraced to 
keep residents connected with their 
local community and entertained.  
Virtual fitness classes were also a 
hit as was Planix Projects' ‘Adopt 
a Grandparent’ initiative, which 
connected residents with members 
from the Planix team, creating 
brand new friendships.

Virtual events 
2020 was a year of many firsts for 
RFBI. Our Annual Review Luncheon 
was livestreamed, allowing staff 
and residents from all 22 of our 
Villages to participate. We also 
hosted our first free livestream 
event—RFBI’s Mental Moments 
Show—a week long initiative to 
start the conversation on the 
importance of mental health in 
aged care.  As part of the show 
we crossed lived to our residential 
care villages and spoke with our 
residents and families. (Learn more 
about our Mental Moments Show 
on page 10.)

Across our 22 residential care villages, RFBI proudly supports over 1200 older Australians 
providing care and assistance to help them live well. Using innovative methods to keep 
them connected with loved ones and active throughout this pandemic, our villages have 
remained vibrant, active communities our residents love to call home.
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Our residents, clients and their families were 
delighted to be able to celebrate together in 
a virtual Christmas event, The Big Christmas 
Sing-A-Long. We were overwhelmed to 
receive over 600 Christmas messages from 
all over. 

The Big Christmas
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Hundred and one year old Newton Howard is a 
resident at RFBI Bellingen Masonic Village and a 
keen gardener. His daughter Helen wanted to find 
the perfect home that provided 24/7 care, but also 
allowed her father to enjoy his love for plants. 
When they toured RFBI Bellingen Masonic Village 
and were shown a room with a door connecting 
straight to the garden, Newton and Helen knew 
they had found the perfect place. 
Newton often shares stories of his involvement in 
the war as a Lieutenant and our team love hearing 
all about his experiences. 
Kelly Bruce, Leisure and Lifestyle Officer at the 
Village shared that he is a very funny man.

“Newton is constantly  
telling everyone how old he  
is by years, months and days.  
It makes us all laugh.”
Helen has found her Dad living in the Village to be 
beneficial for both of them.
“He can live independently and I can live 
independently knowing that he is totally cared for 
in every way possible,” she said.
“The staff are terrific and they are part of the same 
community, which adds an extra level of care, I 
think, as they are looking after people from their 
own community.”

FEATURE STORY |
Newton Howard, resident at RFBI Bellingen Masonic
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      Dad is totally  
  cared for in every  
    way possible."

Helen, daughter of  
  Newton Howard

“



Regional report | North

AT A GLANCE  |  NORTHERN REGION

Retirement villages: 4
Retirement units: 106 

Occupancy: 80% 

Care at Home offices: 2
Clients: 57
Care staff: 9

Residential care villages: 5
Residential beds: 297
Occupancy: 89%
 

 

Kylie Marquart 
Regional General Manager
It is with great pleasure that I 
write my first regional report 
this year. I was fortunate to 
join RFBI in September 2020 
and what a challenging, yet 
rewarding year it has been.

Thank you to our General 
Managers, Care Managers and 
wonderful teams at our villages 
who go above and beyond every 
single day and show their resilience 
and dedication despite these 
uncertain times.
Additionally, I also thank our 
residents and their families, for 
understanding the restrictions that 
have been necessary to ensure 
the safety of those in our villages. 
Despite Covid-19 restrictions, our 
staff continue to provide residents 
with access to an array of activities 
and keep them in touch with family 
and friends.
In the past year, we have welcomed 
some new faces into our manage-

ment team and are grateful for the 
expertise and experience they bring.
Now more than ever, I am proud 
to be a leader in the aged care 
sector and at RFBI, as we continue 
to provide high-quality care to our 
residents, families and clients in the 
community.

RFBI Armidale Masonic Village 
and Retirement Village

Natalie Green, General Manager
We knew that this year would be 
different from previous years and 
we made the most of it. Covid-19 
not only prevented family members 
from visiting, but also prevented 
our local preschool children from 
spending time with our residents 
-- a pastime enjoyed by all.
When restrictions were eased, our 
team organised a bus trip for the 
residents to visit their little friends 
and were thrilled when they were 
welcomed with cheery smiles. 

Together, they made mobiles and 
other crafts, took part in an Easter 
Hat Parade and shared stories.
The days of our residents have 
been filled with social activities, 
such as movie Mondays, André 
Rieu concerts, ice cream treats 
and creative projects. A project 
that our weekend men's group 
were particularly proud of, was 
their handmade mosaic tiles, 
which will be displayed at the foot 
of our Village flagpoles for all to 
admire.

RFBI Bellingen Masonic Village 
and Retirement Village

Sue Beehag, General Manager
Changing visitation rules last 
year was especially difficult for 
our residents and families, so we 
introduced the Bellingen Buddy 
program to support the emotional 
well-being of our residents in 
the absence of their families. The 
program assigned each resident 
one-on-one time with a staff 

Below: Residents of RFBI Armidale Masonic Village enjoying activities with local preschool students.
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Below L-R: Denise Wright, Coffs Harbour Mayor, 
CEO Frank Price, and Chairman David J. Adams at 
the unveiling of our newly refurbished RFBI Coffs 
Harbour Masonic Village.

member during each shift so they 
wouldn't feel lonely or abandoned.
Among the many lifestyle activities 
our residents have enjoyed are the 
outdoor concerts we have hosted 
in our garden amphitheatre. 
We were delighted to welcome 
five new trainee care staff as part 
of our Traineeship Development 
Program who have adapted 
beautifully to our Village team 
and environment. This program 
offers young locals the chance to 
gain experience working in aged 
care and helps to build our future 
workforce.

RFBI Coffs Harbour Masonic 
Village and Retirement Village

Joane Ciesolka, General 
Manager
Following our extensive 
refurbishments, we were delighted 
to have The Honourable Margaret 
Beazley AC QC, Governor of NSW, 
officially re-open our Village on 
27 October 2020. The renovations 
have created a modern home 
for our 61 residents and added 
a variety of amenities including 
a café—named after Heather 
Nicholls, a former Regional General 
Manager who retired after 16 years 

—a hair salon, fine dining area and 
undercover portico entrance. 
It was also a privilege to host both 
RFBI's Annual Review Luncheon 
and 140th anniversary celebrations 
in our Village. For the first time, 
RFBI hosted its Annual Review 
Luncheon regionally and live-
streamed the event throughout 
our Village network to allow all 
residents and staff to celebrate 
together.
Our Retirement Village was happy 
to welcome some new residents 
this year who are now part of our 
happy and wonderful community. 
The support and friendship you 
find at RFBI Coffs Harbour Masonic 
Retirement Village is what makes it 
such a wonderful place to live.

RFBI Raleigh Urunga Masonic 
Village

Marie Newcombe, General 
Manager
With Covid-19 restricting residents' 
movements outside of the Village, 
we focused our attention on what 
we can do within the Village and 
gardens. Our lifestyle team has done 
an incredible job creating a variety of 
activities from high teas to trivia for 
residents to enjoy in the fresh air. 

We also started a Physio Program 
that includes regular one-on-
one walks for our residents along 
with additional exercise classes to 
motivate them to keep active. 
Our Catering and Care teams 
each welcomed a new trainee at 
the beginning of the year. Both 
have been well supported and 
are enjoying what they do. We 
are delighted to receive beautiful 
compliments from families 
thanking staff for providing such 
excellent care to our residents.

RFBI Glen Innes Masonic 
Village and Retirement Village

Graeme Quinn, Acting General 
Manager
A major part of this year's effort 
has been improving the quality of 
service we offer the community 
of Glen Innes. With the support 
of two external Quality and 
Compliance Consultants, the team 
has worked tirelessly towards 
improving processes and we were 
delighted when we achieved re-
accreditation in April 2021.
Residents continue to enjoy life in 
the Village and we are thankful for 
the devoted staff and extremely 
supporting families through this 
period. 
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Retirement villages: 5 

Retirement units: 174 

Occupancy: 91%

Residential care villages: 5
Residential beds: 280
Occupancy: 92%

Care at Home offices: 2
Clients: 90
Care staff: 14

Regional report | Central

 

Sanjila Verma 
Regional General Manager
The physical distancing and 
lockdown requirements were 
a challenge for our Central 
Region Team and I am proud 
of the way we responded and 
adapted, ensuring residents 
are able to stay connected 
with loved ones, active and 
receiving high quality care. 

I would like to acknowledge the 
contributions of Cheryl Barnes, 
former General Manager in 
Bathurst and Leyda Suttor, former 
General Manager in Concord, who 
are pursuing opportunities outside 
RFBI and wish them success in 
their future endeavours. 
It has truly been a year like no 
other and I thank the Central 
Region Managers and staff for 
their commitment, dedication and 
hard work to keep our residents 
and each other safe. 
I also thank Louanne Riboldi, Frank 
Price, RFBI’s Board of Directors and 

my colleagues for their continued 
support during the past year.

RFBI Bathurst Masonic Village 
and Retirement Village

Colleen Barnes, Acting General 
Manager
Our Village has embraced 
technology and we were delighted 
to participate in the Bathurst 
Community Volunteer Scheme, a 
program that allowed volunteers 
to continue visiting our residents 
online through the Community 
Connect app. 
We were honoured to have Mayor 
Bobby Bourke and Councillor 
Jacquie Rudge attend birthday 
celebrations for two residents who 
turned 102 and 105. 
A big thank you for all the lovely 
gifts and kinds words from families 
and volunteers, thanking our 

teams for their dedication and 
hard work.

RFBI Concord Community 
Village 

Martin Todorovitch, General 
Manager 
Our team was sad to say goodbye 
to Leyda Suttor and we thank her 
for her contribution to our Village. 
We welcomed Martin Todorovitch 
as our new General Manager, 
Kass Thammiah as Care Manager 
and David Alcorn as Hospitality 
Manager. 
We are proud to have 100% of 
our residents vaccinated after our 
teams successfully explained to our 
residents and their families on the 
benefits of the Covid-19 vaccine. 
Technology played a big role as a 
communication and engagement 
platform and residents were able 
to regularly catch up with their 
family through video calls.

RFBI Dubbo Masonic Village 
and Retirement Village

Judith Davis, General Manager
Our residents have enjoyed many 
new activities including live stream 
music, sing-a-longs and karaoke. 
Another favourite is Timberlina, 
a drag show performer who is 
always the life of the party. 
We are glad to have a close-
knit community in Dubbo. Our 
retirement living residents have 
also been participating in our 
lifestyle activities, especially 
those who have family within our 
residential care village.

AT A GLANCE  |  CENTRAL REGION

Above: Eunice celebrates her 106th birthday at  
RFBI Bathurst Masonic Village.
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RFBI Holt Masonic Village and 
Retirement Village

Faye Saunders, General 
Manager
Our Village participated in the 
"Integrating Pharmacists in 
Residential Aged Care Facilities" 
study through the ACT’s Primary 
Health Program which aims 
to improve the quality use of 
medicines and reduce hospital 
and emergency department visits 
among our residents. This has 
allowed us to have a part-time 
pharmacist on-site to support the 
safe use of medications. 
We also continue to partner 
with the Capital Health Network 
to deliver the High Intensity 
Service of the Next Step program. 
This program provides free 
psychological intervention to 
support our residents’ mental 
health.
We thank all our residents and 
their families for their patience 
and understanding and appreciate 
all the thoughtful gifts and 
positive feedback we received.

RFBI Pearce Masonic 
Retirement Village

Faye Saunders, General 
Manager
In the midst of the pandemic, we 
regularly communicated with our 
retirement residents by email and 
memos. We were delighted when 
we were able to get together for 
afternoon tea once restrictions 
eased. It was wonderful to see 
each face-to-face again. 

RFBI Lakemba Masonic Village 

Attie Cheng, General Manager
Being situated in a hotspot area, 
we have worked hard to keep our 
residents and staff safe and we 
are grateful that there have been 
no positive Covid-19 cases in our 
community. 
We are pleased to be able to 
offer additional support for our 
residents' mental health through 
Anglicare's Emotional Wellbeing 
for Older Persons (EWOP) program, 
which provides free psychological 
and psychosocial services.

We are extremely proud of Kim 
Bui, our Lifestyle Supervisor, who 
has worked hard since the start 
of the pandemic to ensure all 
residents stay virtually connected 
with their families and active 
through a varied and engaging 
lifestyle program.

RFBI Roselands Masonic 
Retirement Village 

Attie Cheng, General Manager
The pandemic has been hard for 
our retirement community so our 
Maintenance Supervisor, Rohan 
Senanayake, has been visiting our 
retirement village regularly to 
conduct welfare checks and do 
what he can to support residents. 
Our teams are always within 
reach should any residents require 
assistance.

Left: Drag show sensation Timberlina visits RFBI Dubbo Masonic Village.

Below: Barry, resident from RFBI Lakemba 
Masonic Village proudly shows off his 
artwork.
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Regional report | Hunter

Toni Giles 
Regional General Manager
Our staff members play an 
integral part in providing 
holistic care to the residents 
of our community and it is 
comforting to see them offer 
kindness, strength, empathy, 
warmth and demonstrate 
professionalism in a 
challenging industry.

I thank all of our staff members for 
providing consistently high quality 
care to our residents and their 
families and for supporting one 
another. Additionally, I thank the 
Hunter Region General Managers 
for their leadership, hard work, 
resilience, commitment, patience, 
passion and most of all their 
support.
My sincerest thanks to RFBI CEO 
Frank Price and the Leadership Team 
for their assistance and support 
and the Crisis Management Team 
for their continued guidance as we 
navigate through Covid-19.

Thanks also to our Regional 
Management Team for their 
counsel, wisdom and friendship 
and to Louanne Riboldi, who 
continues to provide unwavering 
support and presence whenever we 
need it most.

RFBI Benhome Masonic Village

Kristin Smith, General Manager
There have been some changes to 
our management team and we are 
thrilled that Yvonne Donaldson 
accepted the role of Care Manager. 
We are also proud to have 
employed nine trainees through 
our Traineeship Development 
Program to support and grow our 
aged care workforce. 
We were delighted to receive two 
grants from the Maitland Bowling 
Club which have been used to fund 
music and movement programs—
'Music for Memory' and 'Beat It'. 
Throughout the year residents also 
enjoyed many festive activities, 
with the pantomime last Christmas 
being a favourite. 

RFBI Cessnock Masonic Village 
and Retirement Village

Trudy Bailey, General Manager
Due to Covid-19, refurbishment 
plans for our residential care 
village were put on hold. We are 
excited that the project has now 
resumed with plans to include 
a new community hall, 
café and hairdressing 
salon, accessible to both 
retirement and residential 
care residents.

We are proud to have a stable team 
with long-serving staff members 
such as Sue Wicken and Neil 
Vitnell, both of whom celebrated 
their 25th anniversary with us this 
year. Thank you for your dedication, 
loyalty and years of service.

RFBI Hawkins Masonic Village 
and Retirement Village

Larissa Williams, General 
Manager
Last year, in light of the global 
Coronavirus pandemic, we paused 
construction of our new Village 
and have since made some changes 
to the development plans. To better 
serve our local community, our 
new master plan not only includes 
a brand new state-of-the-art 
residential care village but also 
new retirement units, apartments 
for life, staff accommodation, new 
roadways, an emergency access 
path, new maintenance shed, 
caravan parking and refreshed 
landscaping. 
Our teams have organised 
wonderful fundraisers such as 
Beanie Day, the Biggest Morning 
Tea and their favourite annual toy 
run to raise funds and awareness 
for important causes. We have 
also introduced a drumming 
program that allows our residents 
to tap, hammer, thump and beat 
drums following a rhythm. In this 
program, residents learn drumming 
techniques, which promote physical 
activity and improve their health, 
wellness and well-being.

Retirement villages: 5 
Retirement units: 304 
Occupancy: 88%
 

Residential care villages: 6
Residential beds: 534 
Occupancy: 94% 

AT A GLANCE  |  HUNTER REGION
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Care at Home offices: 5
Clients: 212 
Care staff: 42
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RFBI Kurri Kurri Masonic 
Village 

Pam Badior, General Manager
Residents have been enjoying the 
Magic Tovertafel Table, gifted to 
the Village by the Rotary Club of 
Kurri Kurri Sunrise. The Tovertafel 
projects images onto a table 
and has sensors that allow our 
residents to play with the light, 
creating interactive games which 
promote cognitive stimulation 
and are great for hand eye co-
ordination.
We said farewell to our Care 
Coordinator, Kim Owen, who after 
25 years of service has opted for a 
career change and Care Manager, 
Pam Wells who has retired after 20 
years of working in our Village.

RFBI Moonbi Masonic Village 
and Retirement Village

Debbie O’Shea, General 
Manager
Themed days have always been a 
favourite in our Village, so much 
so that we now hold them twice 
a month. Staff and residents alike 
enjoy planning for these festive 
occasions and often come together 
to craft and decorate our activities 
area to match the themes. We 
have dressed in green for St 
Patrick's Day, purple for Dementia 
Awareness Day, blue, pink and 
white for International Nurses' Day 
and so much more.
This year, we also celebrated our 
General Manager, Debbie O’Shea’s 
35th anniversary with RFBI. Debbie 

began her journey with our Village 
as a volunteer and has held many 
key roles before becoming General 
Manager four years ago. 
Some of our other staff members 
who have also marked significant 
anniversaries include Jenny 
Russ who celebrated 25 years of 
service, Donna Corcoran and Deb 
McKinney who each celebrated  
15 years of service.

RFBI Tamworth Masonic Village 
and Retirement Village

Elizabeth Diebold, General 
Manager
Animals have always been a 
feature in our Village and much 
loved by our residents. This year 
we introduced a new resident 
bird and guinea pigs which our 
residents have enjoyed watching 
and interacting with. Our Activity 
Officers also regularly bring their 
family dogs, Lacey and Dusty, to 
visit our residents and they have 
developed wonderful relationships 
with them.
From dress up days to poetry 
recitals, our residents' days are 
filled with social activities. We are 
fortunate to have a lovely park 
across the road where residents 
have enjoyed BBQs and picnics. 

Below: Residents at RFBI Kurri Kurri Masonic Village enjoying playing games on the Tovertafel (Magic Table).

Left to right: Residents 
and staff at RFBI Hawkins 
Masonic Village held a 
fundraiser to support 
the Mark Hughes 
Foundation's Beanie for 
Brain Cancer.

Residents at RFBI 
Tamworth Masonic Village 
enjoying treats from the 
Lolly Trolley.
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Regional report | South

AT A GLANCE  |  SOUTHERN REGION

Care at Home offices: 1
Clients: 84
Care staff: 11

Retirement villages: 6
Retirement units: 274
Occupancy: 87%

Residential care villages: 6
Residential beds: 307 
Occupancy: 95%
 

Anthony White 
Regional General Manager

The past twelve months have 
been a difficult time, with 
Covid-19 affecting all our 
Villages. I am grateful for 
our staff who go above and 
beyond to ensure our residents 
are safe and well cared for.

RFBI Goulburn Masonic Village has 
welcomed a new Care Manager, 
Trudy Hetherington, while Lisa 
Cotterill took on the position of 
General Manager. Also new to our 
region is Sandra Radosevich, who 
joined us at RFBI West Wyalong 
Masonic Village as Care Manager.
I thank our General Managers, 
Care Managers and staff across 
the Southern Region, as well as 
our volunteers, who to the best of 
their ability continue to make a big 
difference to our residents.
Thank you to all members of the 
Regional Management Team for 
your support and especially to 
Louanne Riboldi, who has guided 
me throughout the year.

RFBI Basin View Masonic Village 
and Retirement Village

Melinda Benson, General 
Manager
The year has been a challenging 
one for us all, however our team 
has continued to provide a safe 
and positive environment for 
residents and their families.
As always, our residents have 
participated in varied lifestyle 
programs. With chair aerobics, 
happy hour trivia and themed 
parties being just a few of the 
things our residents have enjoyed. 
We have received very positive 
feedback regarding our meals, with 
our residents giving an average 4 
out of 5-star rating. 
We are thankful for our 
volunteers who work alongside 
our maintenance team to keep 
our aquaponics garden beautiful, 
as well as the Auxiliary for their 
support and encouragement. Their 
fundraising efforts and ability to 
provide thoughtful gifts on special 
occasions add to the friendly 
atmosphere of our village.

RFBI Berry Masonic Village and 
Retirement Village

Linda Goodfellow, Acting 
General Manager
This year we sadly said goodbye 
to our General Manager, Kathryn 
Scarcella and were grateful to have 
former Regional General Manager, 
Linda Goodfellow, step in for the 
short term.
Despite the difficulties of lock-
downs, our staff continue to 

provide excellent care and support. 
Our Catering Team has been busy 
creating a variety of cuisines such 
as Chinese and Scandinavian, 
which our residents have enjoyed. 
There have been a number of fun 
events throughout the year but 
the most memorable was when 
a steam train passed through the 
village. Residents took delight 
watching it and waved as it 
passed.
Our Retirement Village has enjoyed 
full occupancy and continues to 
have a strong wait list. 

RFBI Goulburn Masonic Village 
and Retirement Village

Lisa Cotterill, General Manager
We were sad to see Leslie Carter 
retire as General Manager in 
February this year and we wish her 
all the best. Lisa Cotterill has done 
a wonderful job stepping into the 
role.

Above: Pancakes at RFBI Berry Masonic Village.
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We are proud to have amazing 
team members such as Janine 
Williams, who regularly creates 
videos to keep families updated on 
what’s happening with their loved 
ones in the Village. Families have 
expressed their appreciation by 
providing the team with treats as  
a thank you.
There was no shortage of activities 
for our residents. Whether it was clay 
modelling, crafting, themed days 
or sports competitions, everyone 
has been able to participate in 
something they enjoy. We have 
celebrated birthdays and held 
memorial services for lost loved 
ones, but the most memorable 
celebration was the surprise 
66th wedding anniversary for 
our residents, Noelene and David 
Blackburn.

RFBI Lake Haven Masonic 
Village and Retirement Village

James Figallo, General Manager
Our residents have enjoyed 
improvements made to our 
Village grounds, including the 
introduction of a fish tank and a 
bird cage filled with finches and 
budgies, which we hope will give 
birth next Spring. 

Through Hatching Chicks this year, 
our residents also witnessed the 
transformation from egg to chick, 
and we were pleased to see so 
many big smiles on our residents' 
faces when they saw chicks and 
ducklings hatch.
An important highlight of the 
year was our 30th anniversary 
celebration. Although Covid-19 
restrictions prohibited us 
from arranging any external 
entertainment, our team stepped 
up, dressed as their favourite 
artists and sang their hearts out 
for karaoke. The residents had a 
wonderful time participating in 
the fun event.

RFBI Leeton Masonic Village 
and Retirement Village

Judith Dahlenburg, General 
Manager
It has been extraordinary how 
our team has handled all the 
challenges the last year has 
presented. We have discovered the 
many talents and gifts our family 
and staff members possess to keep 
our residents entertained.
We have always been an active 
member of our Leeton community 
and have established strong 

connections with a variety of schools 
and early learning centres. Although 
Covid-19 prevented children from 
visiting our Village, we have kept 
up our intergenerational program 
through video calls, pen pal initiatives 
and virtual lifestyle activities to keep 
our residents engaged. 

RFBI Moss Vale Masonic 
Retirement Village
Like all of us, for most of the past 
year, our close-knit residents had 
to keep their distance, so when 
restrictions permitted the annual 
Christmas luncheon to proceed, they 
were overjoyed.
We have also discovered that our 
resident, Pat, is an amazing artist 
and she has shared her beautiful 
watercolour and abstract art with us.
Our Village has continued to enjoy 
full occupancy with a strong wait list. 

RFBI West Wyalong Masonic 
Village

Phillip Anderson, General Manager
There have been several changes in 
our Village over the past year. We 
have seen a significant increase in 
communication with loved ones and 
friends as they stay in touch and new 
programs introduced to stimulate 
and support the mental wellbeing of 
our residents.
During meals, we have established 
a restaurant style service that has 
residents placing their order at the 
table. This has received very positive 
feedback from residents who have 
given an average of 4.3 out of 5-star 
rating for our meals and dining 
service.
Furthermore, we formed a new 
committee, which consists of 
residents, families and our managers, 
who will assist in co-designing care 
and services based on the Aged Care 
Standards and the community's 
expectations.      

Above: Residents at RFBI Goulburn Masonic Village crafting octopuses with yarn.
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RFBI Retirement Villages are designed to allow residents to 
maintain an active lifestyle, engage in their local community 
and bond with their fellow residents. Over the past year, 
these bonds have been more important than ever and have 
been instrumental in keeping our retirement communities 
connected and supported. 

Retirement living

      I love being 
part of our village 
community.” 
 Wendy, RFBI Roselands     
   Retirement Village

“

Making it easier for residents 
to access care and services 
In response to the growing demand 
for care and services from our 
retirement community, RFBI has 
recently launched a new option 
for RFBI Retirement Residents 
to draw down on the equity in 
their retirement home to access 
care and services from our Care 
at Home team. Currently being 
trialled at three RFBI Retirement 
Villages, we are looking forward 
to expanding this option to all 
retirement residents where we have 
a local Care at Home team, over the 
coming year. 

Investing in our retirement 
villages 
RFBI has a comprehensive capital 
development plan that will see 
$280M invested in our Villages over 
the next five years, including an 
allocation of $127M to refurbish or 
redevelop our retirement units and 
retirement villages. 
In 2020-2021, RFBI invested 
$680,000 to refurbish 37 retirement 
units spread across 14 retirement 
villages. For 2021-2022, a budget 
of $2.80M has been allocated for 
refurbishments. 

New flexible contract 
arrangements
In response to growing consumer 
demand for choice and flexibility, 
earlier this year RFBI introduced 
Flexible Contract Arrangements 
across all RFBI Retirement Villages, 
allowing new residents to choose 

what they pay as an ingoing 
contribution, by adjusting the 
amount of deferred management 
fee they are prepared to pay on 
departure. Initial feedback has 
been very positive, with a number 
of new residents opting to take up 
a flexible contract arrangement. 

Launch of RFBI’s Welcome Bonus 
Last year RFBI launched a $5,000 
Welcome Bonus for new retirement 
residents, adding value to our 
retirement units and allowing new 
residents to access services to 
enhance their retirement lifestyle 
or help them settle into their new 
home. 
The Welcome Bonus is currently 
being trialled at RFBI Lake Haven 
Masonic Retirement Village, with 
a view to expand the trial to other 
Villages over the coming year. 

Environmental sustainability 
(NABERS Accelerate Program)
RFBI is proud to participate in 
NABERS Accelerate Program, a 
national government program 
administered by the NSW 
Department of Planning, Industry 
and Environment, to develop 
a rating tool that will allow 
us to accurately measure and 
understand the environmental 
performance of our residential care 
and retirement living buildings. 
This tool will be used to measure 
and manage our energy usage and 
water consumption, giving us the 
ability to chart a path towards 
achieving a zero environmental 
impact.
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RETIREMENT 

LIVING

FEATURE STORY |
Wendy Cavanagh, the perfect community

Wendy has spent most of her 
life living in the Canterbury area 
with her husband in their family 
home. However, when he passed 
away, Wendy knew she needed to 
be closer to people.
Wendy discovered RFBI 
Roselands Masonic Retirement 
Village through her daughter-
in-law, Carolynne, who noticed 
the village had a unit available. 
Without waiting for an official 
inspection or village tour, the 
pair took a look around the 
village and snuck a peek at the 
vacant villa at the front of the 
village and immediately fell in 
love. That was 11 years ago now 

and Wendy is still just as happy 
with her decision.
“Life changes when you become 
a widow,” Wendy shared.
“I love being part of our village 
community and having friends 
nearby. There is always someone 
to say hello to!”
An avid gardener, Wendy tends 
to the gardens around her villa 
and has been the proud winner 
of the Village Annual Garden 
Festival four times.
“I love working in the garden. It 
has been a passion of mine for a 
long time.”
 

Below: Our newly refurbished unit at  
RFBI Basin View Retirement Village.
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 OVERALL

EXPERIENCE

94%

Good or 
excellent

94% of RFBI 
Retirement residents 
rate their experience 
living in their village  
as good or excellent.
(2020 Annual Satisfaction 
Survey).

11
VILLAGES WITH 
LOCAL CARE AT 
HOME SUPPORT

12
CO-LOCATED 
RESIDENTIAL 

CARE VILLAGES

91
NEW  

RESIDENTS



Care at Home

Since the outbreak of 
Coronavirus, the focus of our 
Care at Home team has been to 
ensure our clients are able to 
safely receive care and services 
and are supported during any 
periods of isolation. 
To achieve this, our team has 
assisted clients to access technology 
and use it to remain connected with 
friends and loved ones, assisted with 
shopping so that our clients do not 
have to put themselves at risk and 
made regular welfare calls to clients 
who live alone. 
As with our residential care services, 
RFBI has implemented a range of 
precautionary measures for the 
protection of our clients and staff. 
This includes the use of masks when 
there are cases of Covid-19 in the 
local community, screening of all 
staff prior to them commencing 
work and support for both clients 
and staff to get vaccinated. 

RFBI Care at Home partnership 
expansion: now supporting 
three Human Touch Retirement 
Villages
Since launching RFBI Care at Home 
services at Mount Gilead Estate, our 
team has become an integrated part 
of the Estate community and offers 
round the clock services to any who 
need it. 
On the back of our success at 
Mount Gilead Estate, RFBI Care at 
Home has expanded its partnership 
with Human Touch Retirement 
and are now the onsite home care 
service supporting residents at their 
Gibraltar Park and Camden Grove 
Estates.  

Structuring the team to service 
more people across NSW and 
ACT
RFBI recognises that most people 
who need care and services want to 
receive them while living at home.  

To cater for this growing demand, 
RFBI has restructured our Care at 
Home team, allowing our teams to 
work more efficiently and clients to 
access a local administration team 
who can respond to their requests. 

Above: Entrance at Gibraltar Park, where RFBI Care at Home is the onsite home care service for  
Human Touch Retirement.

From left: Helen Smith, Care at Home Manager, 
received lots of delicious Lindt chocolate bunnies 
to share with her team; RFBI Care at Home team at 
Raleigh Urunga.
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FEATURE STORY |
Enjoying the best of both worlds
Sam Richings works with both our Care at Home and RFBI Hawkins 
Masonic Village in Newcastle. She has been working as part of the 
catering team for five years but had felt the need to build better 
connections with the people she cared for.
A conversation with her Hospitality Manager, Jan Solovic and 
Central Region Care at Home Manager, Sarah Humbles, took her on 
the journey to now enjoy working in the best of both worlds—part 
of the Village Catering team and providing Domestic Assistance 
services through our Care at Home team. 
“I really enjoy the variety both roles bring.”
Although the roles are very different, Sam has found it surprisingly 
easy to balance her roster at the Village with her new Care at 
Home hours and as soon as she started working a few shifts, she 
fell in love with her new job. 
“I am honoured that our clients have let me into their private 
space. I have made some lovely connections with all my clients and 
they all have a story to tell.”
At RFBI, we are fortunate to have villages across 22 locations 
where staff can not only share and expand their knowledge but are 
also given the opportunities to explore other career options.
 

Excellence in service: satisfaction 
ratings show success
At RFBI, ensuring our clients receive 
reliable high-quality services from 
familiar carers underpins our care 
philosophy and each year we invite 
our clients to provide feedback on 
how we are doing in our annual 
satisfaction survey. In 2020-2021 we 
were again delighted with the results. 
 

      I enjoy the 
   variety both  
     roles bring.” 
“

Sam, RFBI Care at  
Home at RFBI Hawkins  

 Retirement Village
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Central Region

Sarah Humbles, Central Region 
Manager
I am very proud of the team that make 
up the Central Region and how they have 
overcome every obstacle thrown in their 
way.  The Central Region has adapted 
well to the restructure changes and we 
now have eight Coordinators supporting 
clients across the region from five offices. 
The team has maintained services 
throughout the pandemic with vigilant 
infection control, screening and 
temperature taking of both staff and 
clients and this has been vital for our 
clients, as many have not been able to 
receive the same level of support from 
family due to Covid-19 restrictions.
To help our clients overcome social 
isolation the team has introduced more 
social activities such as scrabble, jigsaw 
puzzles, cards and crosswords. In-home 
movie days were also offered with great 
success. 
Prior to restrictions, the Central Region 
Team also conducted a Biggest Morning 
Tea, which raised $259 for the Cancer 
Council. Clients helped raise these funds 
with a raffle, food and of course, cups of 
tea.
The Central Team has cared for our clients 
tirelessly over these last challenging 12 
months and I thank everyone for their 
dedication and support.

 
Alyson Pearce 
Acting Head of Community 
and Home Care
Another challenging year 
for the Care at Home team. 
However, their determination 
to continue to deliver 
essential quality care to their 
clients whilst ensuring their 
health and wellbeing has 
been inspiring to be part of. 
Regularly updating infection 
control processes and training in 
line with the latest information 
and the continual adaptation of 
our services to maximize their 
benefits and safety have been 
the main activities of the year. 
These continual improvements 
have given our clients the 

confidence to continue to feel 
comfortable to invite our team 
members into their homes.
As well as navigating the new 
Covid-19 world, over the last 12 
months the Care at Home team 
has:
 x created a new administration 
team in each region to support 
clients locally; 

 x undergone a major restruc-
ture into three regional 
hubs, to ensure our ability to 
continue to grow and adapt 
our service to the changing 
needs of the industry;

 x undertaken nearly 6,000 
welfare calls to stay connected 
and support clients;

 x developed technology 
solutions and services to 
enable clients to stay safely in 
touch with friends and family.

The team has undertaken this 
work with compassion, diligence 
and professionalism and has met 
each challenge put before them 
to continue to provide a trusted 
service to their clients. 
All this, whilst still making time 
to support each other and 
celebrate occasionally with 
chocolate (thank you Lindt!).

Right: Central Region's Australia's Biggest 
Morning Tea.

455 56,274

47,567
AT A GLANCE

CARE AT HOME

TOTAL 
CLIENTS

HOURS OF 
SERVICE

CLIENT VISITS
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North Region

Helen Smith, North Region 
Manager
The Care at Home North Region 
has been extremely busy since the 
restructure commenced. 
Being at the helm of such amazing 
teams in Dubbo, Tamworth and 
Raleigh has been a privilege 
and with the guidance of Alyson 
Pearce, we have successfully 
navigated the pandemic. As with 
all of RFBI, the main focus has 
been on keeping our team and 
clients safe, well and supported. 
New initiatives to assist with this 
were introduced enabling our 
clients to accept services with 
confidence. 
When restrictions allowed, we 
were able to re-introduce client 
outings and a visit to the Royal 
Flying Doctor Service at Dubbo 
was enjoyed by all who attended. 
I sincerely hope we will be able to 
include these types of activities as 
part of our regular service again in 
the near future.
I am delighted that we continue 
to receive positive feedback from 
our clients about the quality and 
flexibility of our service. Our team 
are committed and love what 
they do. I thank them for all their 

hard work and support over the last 
year and I look forward to working 
with them as we move forward into 
2022.

South Region

Alyson Pearce, Acting Head of 
Community and Home Care
The Southern Care at Home team 
got creative as we weathered rolling 
Covid-19 lockdowns. Our monthly 
morning teas became virtual and 
weekly calls were made to clients to 
check in and chat over a cuppa. 
The team continue to meet and 
deliver services to the residents of 
Mount Gilead Estate and now are 
able to visit and shuttle our clients 
around in style with the arrival of 
the Care at Home golf buggy!
Prior to lockdown, our Biggest 
Morning Tea rivalled our Central 
Region colleagues with cake, 
prizes and a ‘guess the celebrity’ 
competition raising close to $300 
for Cancer Council.
The arrival of our newest 
Coordinator, Helen, to support 
residents of Gibraltar Park Estate, 
RFBI Moss Vale Masonic Retirement 
Village and the surrounding Bowral 
area, coincided with the latest 
lockdown, so she is getting to know 
everyone via calls and video until 
restrictions ease.

Central Administration

Debbie Sellars, Administration 
Coordinator
A year like no other! A year that 
included a restructure of our 
boutique service to support growth 
and change, an office move and 
a number of regulation changes 
all commanding a greater level 
of resilience, mental agility and 
commitment to support, inform 
and protect our valued clients and 
employees through the pandemic. 
Our Care at Home Central 
Administration Team has stepped 
up to the task and taken on 
vital functions to support the 
Coordinators. I am very grateful 
for the dedicated support and 
guidance provided by Ninive Lopez, 
System Analysis and the IT Team, 
whom we have kept very busy.
The year ahead will see the 
team adapting still further to 
commonwealth reform and the 
introduction of a restructured 
client management system and 
new rostering system to continue 
to improve our efficiency for 
clients.

Below from left: Our stylish Care at Home golf 
buggy at Mount Gilead Estate; Royal Flying 
Doctors' client outing.
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VolunteersVolunteers

RFBI is incredibly fortunate 
to have a number of caring, 
enthusiastic and passionate 
people who donate their time 
to support our staff and help 
care for our residents and 
clients. 
Our volunteers were dearly missed 
in our villages for much of 2020/21 
due to visiting restrictions, but it 
did not stop them from keeping in 
touch with our residents through 
letters, phone calls and virtual 
activities and video calls. 

National Volunteer Week
Earlier this year, RFBI slowly 
welcomed volunteers back into 
our villages and our residents were 
delighted to see them. Whilst we 
try to celebrate our volunteers 
every day, we took National 
Volunteer Week as an opportunity 
to express our appreciation and 
presented each RFBI Volunteer 
with a Certificate of Appreciation 
from our General Managers over 
morning tea. 

Generosity from community 
groups 
We have built wonderful 
relationships with our local 
community groups and are 
blessed to receive gifts from 
them on occasion, to enhance 
the lives of our residents. 
Last year, RFBI Kurri Kurri 
Masonic Village residents and 
staff were delighted to receive 
a Tovertafel table which has 
sensors that allow residents to 
play with light images projected 
from the ceiling. The ‘magic 
table’, as it is more commonly 
known, was donated by the 
Rotary Club of Kurri Kurri 
Sunrise Inc., who together 
with local businesses and the 
community, raised funds to 
purchase the magic table for the 
enjoyment of our residents. 
Our residents at RFBI Raleigh 
Urunga Masonic Village were 
also treated to some very special 
gifts. When the seasons changed 
and the weather grew colder, 
seven ladies from Raleigh-
Repton Country Women’s 
Association (CWA) handmade 
beautiful knitted blankets, 
scarves, beanies, walker and 
fiddle bags to keep our residents 
warm and cosy.

Main photo next page: Volunteers at RFBI  
Lake Haven Masonic Village receiving their 
certificate of appreciation.

Below: Residents at RFBI Raleigh Urunga 
Masonic Village were grateful for the lovely 
handmade blankets from Raleigh-Repton  
Country Women's Association (CWA).
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When Don retired and moved to Maitland, he was 
looking for a little something extra in his life. It was 
his wife who encouraged him to volunteer when she 
heard RFBI Benhome Masonic Village was looking for 
a bus driver.
That was three years ago and today, Don continues to 
generously donate his time to chat with our residents 
and take them on outings in their Village bus. 
“I joke around a lot but I really do care about the 
residents. It is important that they are being treated 
with respect and receive the care they deserve,” 
shared Don. 
When Don and his wife were not able to visit during 
the pandemic, they sent flyers to our residents to 
remind them that they were not forgotten. Not 
expecting any response, they were surprised to 
receive a letter from a resident that made them cry.

FEATURE STORY | Don Hancock, Volunteer, RFBI Benhome Masonic Village

“It was a poem called ‘The Dash’. It was about how you 
decide to spend your life – being selfish or trying to 
make a difference. The resident had written at little 
notation at the bottom “you can both be proud of 
how you have spent your dash”. 
“That was very special,” he added.

Left: Valued volunteer, Don Hancock, getting ready for another 
outing at RFBI Benhome Masonic Village.
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Become  
an RFBI 

Volunteer

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. 
For more information visit  
rfbi.com.au/volunteer and 
download our guide,   
Become an RFBI Volunteer.



Our villages

Residential        Retirement       

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

Colleen 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 100 -

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

Anthony White
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

Joane Ciesiolka
coffsharbour@rfbi.com.au

02 6650 2200 61 50

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

Martin Todorovitch
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

Graeme Quinn
gleninnes@rfbi.com.au

02 5733 1000 62 6

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

Lisa Cotterill
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 101 164

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
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RFBI VILLAGE Contact Beds   Units
RFBI Moonbi Masonic Village and Retirement Village 
52 Churchill Drive, Moonbi NSW 2353

Debbie O'Shea
moonbi@rfbi.com.au

02 6766 0400 87 33

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

Anthony Tsapicounis
mossvale@rfbi.com.au       

02 8031 3200 - 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 1,390 858

 
CARE AT HOME Contact

ACT and Southern Tablelands
• 138 Hardwick Crescent, Holt ACT 2615

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  
• 30A West Avenue, Cessnock, NSW 2325

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

02 4936 4044
02 4932 2700
02 4950 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 
Mt Gilead Est. 72 Glendower Street, Campbelltown NSW 2560

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

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

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

41



National Winner

Laundry
Services Individual

2018
National Winner

Hospitality
Manager

2018
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“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.
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