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Creating happy 
memories



When Royal Freemasons’ Benevolent Institution (RFBI) 
was founded in 1880, there were no government funded 
social welfare programs. Today, RFBI continues to provide 
assistance to people in need, as well as being a well-
respected provider of aged care and retirement living 
services with 21 residential care villages, 20 retirement 
villages and home care services across NSW and ACT.
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I N T R O D U C T I O N

Our Values
— We aim to be of service 

— We act honestly at all times 

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

— We welcome all 

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

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

—  We promote friendship, goodwill and charitable 
works 

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

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

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

—  We aim to be happy and to promote happiness

RFBI provides quality 
care and services that  
are accessible by all  
people and have a positive 
impact on their lives.

History and Role of RFBI
The philosophy of our founders is as relevant today  
as it was 138 years ago. While RFBI has diversified into 
aged care and care at home services across NSW and 
ACT, we continue to support the community through 
our Annuity and Benevolence Assistance Schemes. 

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

Our Mission
RFBI is a charitable organisation operating throughout 
NSW and the ACT providing financial assistance for 
the needy in the form of grants and annuities as well 
as accommodation, care and security for the aged 
and others, thus demonstrating the noble and valued 
concept of charity in action by Freemasons. 

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

“ 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.”  
OUR PHILOSOPHY,  ESPOUSED IN 1880
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C H A I R M A N ’ S  &  C E O ’ S  R E P O R T

While we have had another successful
year in 2017 – 2018, we are reminded by
our CEO that it has not been without its
challenges for both RFBI and the industry
as a whole. Despite these challenges
though, Royal Freemasons’ Benevolent
Institution has achieved many successes
and continues to look to the future to
ensure we will remain successful for many
years to come. 

We are half way through our 2016 – 2020 
Strategic Plan and are making good 
progress against each of our goals. We 
have added 70 new residential care beds 
to our portfolio with another 11 about to 
open, had significant growth in our home 
care client base, launched our Innovation 
Program, established a Registered Nurse 
Development Program and commenced 
work on a number of strategic workforce 
initiatives designed to position RFBI as 
an employer of choice. We have also 
maintained our commitment to delivering 
a great experience for our residents and 
clients, embedding a customer service 
focus through intensive training and the 
introduction of the FISH! Philosophy.

I recently had the opportunity to spend
some time at our Village in Rhodes where 
I participated in a cake decorating class
along with our residents.

To say that we were all a little concerned 
about the look of the finished product 
would be an understatement but we 
all persevered to the end. One of the 
residents had their granddaughter present 
at the time and slowly but surely she also 
became involved with the decorating. 
About three hours later the granddaughter 
had to leave but promised to return when 
the next decorating class was scheduled. 
It was then that I appreciated the effect 
that RFBI has on families. What we do is 
provide peace of mind to the families of 
our residents and in the process we create 
happy memories. This granddaughter 
will long remember sitting next to her 
grandmother decorating beautiful cakes, 
sharing a joke and having fun over some 
of their efforts. I walked away that day 
feeling very happy with what our staff had 
achieved and knowing that this is what we 
do each and every day.

This year our Annual Review will show 
that although we did generate a surplus, 
it was not at the level of the previous 
year. There are a number of reasons for 
this diminution and these will be covered 
throughout this Review, suffice it to say 
that the industry as a whole is finding 
the current aged care landscape rather 
challenging. 

RFBI is well placed to face these challenges 
head on as we progress well with our 
strategic plan and we are about to embark 
on a business transformation program 
which will position us to better manage 
the expected changes in the industry.  
To some degree we have started down this 
path already:

During the year we appointed Alyson 
Pearce to the newly created role of Chief 
of Strategy and Innovation. Alyson’s 
role is to look outside of the square 
to see how we can better service our 
residents and not simply continue to do 
the same as we have always done. Aged 
care providers that do not innovate will 
struggle to succeed in the new future and 
this role can be seen as “digging the well 
before we get thirsty”. I recommend you 
read Alyson’s report to see some of the 
initial successes in what I know will be a 
transformational role for the organisation.

A highlight of the year was the official 
opening of RFBI Dubbo Masonic Village 
by His Excellency, General The Honourable 
David Hurley AC DSC (Ret’d) Governor of 
New South Wales. The Official Opening 
Ceremony marked the culmination of three 
years effort planning, building and fitting-
out the Village followed by the timely 
acceptance of residents and new staff. I 
thank Danny Oakenfull and the many other 
staff members across RFBI that supported 
the event to ensure it was a wonderful 
occasion for all.

I am pleased to support our CEO, Frank 
Price, who has applied an open and 
transparent approach when accounting  
to the Board and has led the RFBI 
team with vision. One such aspect is an 
ambitious building program. Considerable 
time and effort has been invested by 
the team to ensure our buildings are of 
world class quality and future proofed. 
It is hoped it will not be too long before 
we see the fruits of their labour following 
the relevant investigations, planning and 
costing of the works.

I am very proud of the staff we have 
working at RFBI. It has constantly been 
said “we have wonderful staff in both 
Head Office and in our regions”. The 
team in our Head Office complement the 
operations of staff at each of our villages. 
I often think that Helen Keller must have 
been thinking of our staff when she said; 
– “the best and most beautiful things in 
the world cannot be seen or touched but 
must be felt with the heart” for there 
can be no doubt our staff are capable, 
compassionate and empathetic while 
looking after our residents. I congratulate 
each of them on the work they do 
individually and together for ensuring 
each and every one of our residents are 
treated with dignity and respect.

On the whole it has been a good year for 
RFBI and one which is to be remembered.  
I thank everyone that has made a difference 
to the lives of our residents and clients 
– your efforts are most gratefully 
acknowledged.

 
David J. Adams 
 Chairman of the Board

Another key activity carried out each 
year, supplementary to our core business 
of aged care, is our Benevolence. Under 
the guidance of Director Douglas James, 
RFBI’s Benevolence Program enables us 
to support important research and help 
people in our communities and is our 
way of demonstrating Charity In Action. 
Our benevolence activities are made 
possible through the regular generosity 
of Lodge members and from reinvestment 
of any yearly surplus. I thank all of our 
benefactors whose ongoing support makes 
it possible for us to facilitate and improve 
the quality of life of our residents, support 
community projects as well as community 
members in need.
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Our Human Resources team ably led by 
Alexandra Strempfl in conjunction with 
Macquarie University and others within 
the organisation have been working hard  
to identify how best to attract prospective 
employees to the industry and specifically 
to RFBI. The results of this work will 
become evident with a new marketing 
campaign that I expect to roll out prior  
to Christmas.

Considerable work has been done on 
designing our new Village at Hawkins 
(Newcastle) with a small house model 
design being deemed to be the best 
for resident quality of life outcomes. 
Construction is expected to commence 
in the first quarter of 2019. We are also 
redesigning a number of existing Villages 
to incorporate a small house operation 
and we believe that this will become the 
preferred model of care by residents. 

RFBI is proud of our status within the aged 
care industry. We are an active participant 
in many industry events and we are always 
prepared to assist other organisations in 
whichever way we can. 

This, I believe, reflects our culture –  
a culture of caring. One that has been 
nurtured over 138 years. One that has 
been constantly reinforced by our 
directors, by our previous management, 
by our current management and most 
importantly by all of our staff. At the end 
of the day, any organisation reflects the 
people within it. Our staff are amazing 
people that do amazing work. They are  
the ones that are creating happy memories 
and I thank them for it.

Finally, I wish to acknowledge the head 
office staff, our quiet achievers without 
whom the organisation would not be able 
to continue, our senior managers that 
make my work so much easier and the 
Board for their unwavering support. Last 
but certainly not least is a special thank 
you to our Chairman David Adams, whose 
good humour and sage advice are both 
welcomed and sought.

 
Frank Price 
 Chief Executive Officer

Pictured left to right 
David J. Adams & Frank Price

Our staff are amazing  
people that do amazing work. 

They are the ones that are 
creating happy memories and  

I thank them for it.

C H A I R M A N ’ S  &  C E O ’ S  R E P O R T
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B O A R D  M E M B E R S  &  E X E C U T I V E S

Special thanks to Brian Larking, 
David Aynsley and Garry Nehl,  
who have retired from the Board.
Their service to RFBI has been 
outstanding and will be fondly 
remembered. 
Brian Larking and David Aynsley brought their 
experience as accountants to RFBI’s Finance 
Committee and alternated in the role of Treasurer 
and Deputy Treasurer of the Board.

Garry Nehl, whose political career spanned 17 years 
as Federal Member for Cowper, including five 
years as Deputy Speaker, served on the Board of 
RFBI’s Bellorana Village and on the RFBI Board. In 
addition, Garry had special interests in the function 
and wellbeing of the Coffs Harbour Village and the 
development of the Raleigh Urunga Village. 

RFBI will miss the work of these very dedicated 
Directors and we wish them well in their retirement.

Garry Nehl AM

Alan Farrell 
Board Director

David AynsleyBrian Larking OAM

Ken Thompson 
Board Director

Jill Pretty 
Deputy Chairman

Roland Keller 
Board Director

Peter Ditzell 
Board Director

Peter Lazar AM 
Board Director

David J. Adams 
Chairman of the Board

Douglas N. James RFD 
 Board Director

RFBI will miss the work of these  
very dedicated Directors and we wish 

them well in their retirement. 

“ It has been a pleasure 
to work with all 
members of the board 
throughout the year. 
I thank each of them 
for their time and 
wise counsel.”

 FRANK PRICE, CEO

Frank Price 
CEO
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Name Attended Meetings

Rt. W. Bro. David Adams 11 11

Jill Pretty 10 11

Rt. W. Bro. Douglas James RFD 11 11

W. Bro. David Aynsley 7 7

Rt. W. Bro. Peter Lazar AM 9 11

Rt. W. Bro. Ken Thompson 6 11

Rt. W. Bro. Alan Farrell 9 11

W. Bro. Brian Larking OAM 6 9

W. Bro. Roland Keller 3 11

V. W. Bro. Peter Ditzell 11 11

W. Bro. Garry Nehl AM 2 4

Name Title

Bro. Frank Price Chief Executive Officer

James Shaw Chief Financial Officer

Louanne Riboldi Chief of Operations

Andrew Alpe Chief Information Officer

Alana Parker Chief Marketing Officer

Alyson Pearce Chief of Strategy & Innovation

Linda Bennett Administration Manager

Ray Chaudhury Finance Manager

Bro. Steve Ellitt Development Manager

Alexandra Strempfl Human Resources Manager

Anne Dand Care Assessment Manager

RFBI Board of Directors Attendances RFBI Head Office Staff

B O A R D  M E M B E R S  &  E X E C U T I V E S
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R F B I  2 0 1 6 - 2 0 2 0  S T R A T E G I C  P L A N  O V E R V I E W

RFBI is focused on four strategic priority areas we have  
identified as critical for us to succeed and grow.

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

Growth

Goals

256 new residential aged care places 
by 2020 

 97 new retirement units by 2020 

 1000 Care at Home clients by 2020

Achieve 96% occupancy across 
Residential Care and Retirement Living.

Investment in 
Refurbishments

Commitment to Care

RFBI Glen Innes Masonic 
Village

RFBI Dubbo Masonic Village

Capital Development Plan

Home Care Clients

Residents

Retirement living services

Home care services

Residential care services

Another 11 new residential care 
beds will be created when the 
refurbishments and expansion of 
RFBI Glen Innes Masonic Village is 
completed in late 2018.

RFBI has experienced consistent 
growth in home care clients, growing 
from 186 to 294 as at 30 June 2018.

49% of all residential care beds being 
allocated to supported residents.

RFBI ratified a 5 year capital 
development plan that will see  
$200 million invested in updating our 
existing and building new Villages to 
meet the needs of our growing ageing 
population.

46 units
refurbished by RFBI
In the 2017-18 financial year, RFBI 
invested over $1.5 million in our 
retirement units.

 RFBI added 70 new residential care 
beds with the opening of RFBI Dubbo 
Masonic Village on 30 May 2017.

49%

186
clients

294
clients

+70
over 
2,300

Number of residents and clients 
cared for by RFBI across:

01
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R F B I  2 0 1 6 - 2 0 2 0  S T R A T E G I C  P L A N  O V E R V I E W

Our goal is to have a workforce that is fit and healthy, 
flexible, well trained, proud of their work, happy  
and fun-loving, and which represents a balanced age 
distribution.

Workforce02

Goals

Skilled and well-trained employees 

Have a happy and fun-loving workforce 

Multi-disciplined and flexible workforce 

Evenly distributed workforce age 

Reduced reliance on agency staff 

Culture is customer-focused with an 
emphasis on quality of life

Effective leadership at all levels

Sought after leaders in the market.

Registered Nurse 
Development Program 
Implemented

Healthy Happy Workforce Customer Service

Creating a pathway for carers and other 
staff, to undertake further education to 
obtain their nursing qualifications.

Introducing FISH!

Balanced Workforce

Recruitment strategies have been 
implemented to attract younger staff 
and more male staff so as to balance 
our workforce age distribution.

In 2018 RFBI introduced FISH! to 
enhance the way we work together, 
increase recognition for each other 
and encourage all to have fun at work.

The development of succession plans, 
benefits and recognition programs 
continues our focus on our staff’s 
health, wellbeing and careers.

Delivering customer service The RFBI 
Way has been a focus across RFBI with: 

A recent audit of our customer service 
shows that we are delivering a high 
level of personalised service and most 
people are happy to recommend our 
services after interacting with us.

Staff put forward  
for the program

Staff have completed 
their degree

14
3

Comprehensive training 
delivered to all staff in 
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Central Menu Portal

R F B I  2 0 1 6 - 2 0 2 0  S T R A T E G I C  P L A N  O V E R V I E W

Our goal is for RFBI to be known for its successful 
innovations in aged care. Leveraging new technology 
and market changes, we want to continually look 
for ways we can improve what we already do well and 
discover new ways we can positively impact on the 
lives of older people.

Innovation

Chief of Strategy  
& Innovation

RFBI Innovation CommitteeMoto Tiles

Residents With Pets

RFBI & Scouts NSW Alliance

Make My Wish

Communication Platform

In 2017 RFBI appointed its first Chief 
of Strategy and Innovation.

RFBI has partnered with CareVision, 
a revolutionary mobile platform that 
allows for instant communication 
between residents, families and friends. 
RFBI is the first aged care provider to 
launch this new technology which helps 
keep everyone connected and informed.

RFBI Goulburn Masonic Village is 
piloting a new program called ‘Make 
My Wish’ which fulfils residents’ 
dreams and ambitions. A number of 
wishes have already been granted, 
including a pet rabbit and Johnny  
Cash concert tickets.

Goals

A culture that encourages new thinking 

RFBI capability supports innovation 
initiatives and associated risks 

Creation of a managed innovation 
program and fund

Service delivery shaped by customer 
feedback. 

We are in the final stages of developing 
practical, safe ways we can help 
residents move in with their pets in our 
residential and retirement villages.

RFBI has introduced a central menu 
portal to enhance consistency, variety 
and quality of our meals, while 
reducing staff time on inventory 
management and ordering.

RFBI Innovation Committee launched 
in 2018 and has already commenced 
piloting three new programs.

As part of our quality of life program, 
RFBI has introduced Moto Tiles, 
an interactive, fun balance game 
that helps develop strength and 
coordination in older people.

new programs
Working towards our goal to keep 
generations together, RFBI and Scouts 
NSW have formed a Scout Alliance. 
This will see local troop members 
visiting RFBI Villages for shows, 
barbecues and activities. 

03
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R F B I  2 0 1 6 - 2 0 2 0  S T R A T E G I C  P L A N  O V E R V I E W

RFBI is proud of its Masonic heritage and we want 
to build upon this strong foundation. We want to be 
an ambassador for all the Lodges in NSW and ACT, 
especially those in our communities where we operate 
RFBI Villages.

Freemasonry

GoalsVolunteer Program

Donations

Support for  
Local Communities

RFBI Ambassador

RFBI Volunteers

Increase benevolence to the 
community 

Develop an engagement plan between 
Lodges and Masonic Villages 

Develop fundraising opportunities  
via Lodges. 13

recruited

Our RFBI Ambassador, Ray Vickers,  
has visited all lodges in the communities 
where we operate an RFBI Village 
and has successfully recruited RFBI 
Representatives in 13 lodges.

A register of all RFBI Volunteers has 
been created, giving greater visibility 
of volunteer opportunities across the 
organisation. 

$5,960,277
provided by RFBI over the past 5 years. 

$3,388,047
provided by RFBI since the start  
of the strategic plan.

$348,942
has been donated to RFBI since the 
start of the strategic plan. 

$1,672,482
has been provided by RFBI to support 
people in our local communities 
through subsidised accommodation, 
benevolence payments and annuities.

Work has commenced on a formal 
Volunteer Program that will assist 
Villages in recruiting volunteers as well 
as recognising the valued contribution 
they make to our services.

Every dollar that is 
donated to RFBI is used 
to help people in need.

$252,151
has been donated to RFBI throughout 
the past financial year.

04
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Name

Estate of J Imrie $165,000

Emorgo Foundation $20,000

McEwen Family Foundation $5,000

Bro. W.H. Bromham $3,000

Bro. Ian Lambert $2,000

Bro. Sam McGuid $1,200

Bro. Steve Blinkhorn $1,020

Mr Ian Stone $1,000

Masonic Fraternity $12,319

Total $210,539

$1,270,349
Subsidised Accommodation

$346,836
Benevolence Payments

$55,300
Annuities Paid

Benevolence in Action

Thanks to our Benefactors

B E N E V O L E N C E  R E P O R T

–— Your Charity at Work –—
Men’s Health Education Rural Van:  

The MHERV’s mission is to educate rural 
men around the importance of having 
regular health checks and provide free 

health checks via their mobile clinic. This 
has been made possible by a number 

of supporters, RFBI being one of them, 
providing the funding for their RN.

Since launching in 2017, MHERV has 
visited almost 60 regional and rural 
locations, travelled over 15,500kms 

and provided free health checks to over 
2200 people. Of these, some 70% were 

recommended to seek medical treatment. 
5% of these were identified as needing 

immediate treatment.

There is no doubt that this service  
is saving lives.

Douglas N. James RFD 
 Chairman, Benevolence Committee

As in previous years the 2017/18 financial
year presented a number of new
opportunities for RFBI to continue and
expand its benevolence program.

Our annuity scheme is designed to provide 
financial relief for people who experience 
financial hardship and we welcome further 
referrals from our local Lodges to support 
more people. To enhance our relationship 
with our local Lodge Members, RFBI has 
appointed an RFBI Ambassador, Ray Vickers, 
who is also a Mason and since commencing 
has been active in raising awareness of RFBI 
and our benevolence program.

Our Grants scheme has been a major 
focus this year with $201,003 approved 
for a variety of projects. We were pleased 
to donate $20,000 to Scouts Australia 
‘Family Support Fund’ to enable the 
children of families who cannot afford 
the costs, to benefit from participating 
in Scouting. A further grant was also 
approved for Scouts Australia to purchase 
cross country capable wheelchairs so 
that Scouts with physical disabilities can 
participate in jamborees along with their 
able bodied counterparts. These types of 
donations reflect RFBI’s passion to support 
all people in our communities and build 
intergenerational networks from which  
all can benefit.

For a second year a grant was approved 
for the Men’s Health Education Rural 
program which is run in conjunction with 
Rotary. 

This project has been very successful in 
attracting men in rural and regional areas 
for free health check-ups. So far over 
2200 men have accessed the service with 
many being referred for further medical 
treatment.

RFBI is very proud to provide this type  
of assistance in the name of Freemasonry 
and of its major tenet CHARITY.

$201,003
Amount approved for a variety  
of projects. 

$20,000
Donated to Scouts Australia 
‘Family Support Fund’.
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Louanne Riboldi 
 Chief of Operations

RFBI has worked to create a culture of –
and commitment to – providing exemplary
care and lifestyle. We have a proud history
of doing so in the past and will do so into
the future. 

RFBI has had a challenging year, as has 
the Aged Care industry in general. The 
industry faces increased consumer and 
government expectation, continually being 
asked to achieve more with less and under 
stricter regulation.

Operationally, we have concentrated on 
key areas, not the least of which is 
occupancy. Formal programs for liaising 
with Aged Care Assessment Teams, local 
General Practitioners and all other care 
referrers are in place. Occupancy is a 
weekly agenda item in discussions with 
Regional General Managers. Pre-admission 
procedures have been reviewed and new 
standards applied and implemented. 
Occupancy at the end of June was at 93.8%.

Funding is the second area of significant 
focus. Major changes to the funding 
instrument in January 2017 have impacted 
funding severely across the industry. Our 
Villages have focused on a team approach 
and ownership of funding under the 
guidance of Anne Dand and the ACFI 
Team. Several new initiatives have been 
undertaken, the most successful being 
the weekly Clinical Care meetings at each 
Village.

Labour cost is the third area of focus. 
Budgets have been structured so as 
to balance the need to meet our Key 
Performance Indicators while continuing 
to provide the best care and lifestyle 2018 Senior Managers Conference

O P E R A T I O N S  R E P O R T

to our residents. In order to be able to 
provide the level of care required in our 
Villages, our Board of Directors agreed  
to a proposal to employ Registered Nurses 
seven days a week at all RFBI Villages.  
This roll-out commenced in early 2018  
and is largely in place. 

RFBI has appointed Clinical Nurse 
Practitioner Jennifer Watson, who  
will work with the Clinical Governance 
Committee and Regional General 
Managers to ensure clinical standards  
are best practice throughout RFBI.

The last 12 months has seen nine new 
General Managers join RFBI. We welcome 
them to our extended family and value 
their fresh ideas and input. They are 
working with our established General 
Managers who provide a wealth of 
experience and knowledge, melding 
together to form a leadership team of  
the highest standard. 

A substantial challenge is the new Aged 
Care Standards, which began in July this 
year and will be in effect by July 2019. The 
most immediate change is that all visits by 
the Australian Aged Care Quality Agency 
will be unannounced. RFBI is in a good 
position to meet the new standards and 
manage the unannounced visits.

We continue to work on our Strategic  
Plan and achieve the goals therein.  
RFBI’s partnership with Associate 
Professor Denise Jepsen and her team 
from Macquarie University continues  
to deliver great results.

“The last 12 months has  
seen nine new General 
Managers join RFBI.  

We welcome them to our 
extended family and value 
their fresh ideas and input.”

I particularly want to thank our CEO  
Frank Price for his inspired leadership, 
support and trust. I thank our hardworking 
staff, managers and leaders for their 
continued dedication to our residents, 
each other and the RFBI. I wish to 
acknowledge our Board of Directors for 
their continued support and guidance, 
particularly Jill Pretty who is so generous 
with her time and expertise. Last, but 
certainly not least, I thank my fellow 
senior managers in Head Office and in the 
Regions for their unwavering support, hard 
work and dedication. It is only by virtue of 
our great people that we make RFBI the 
superb organisation it is today.
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In an industry that is being more and
more shaped by consumer preferences
and heightened competition, it is essential
that we provide a customer experience
that reflects our passion for providing high
quality care and services.

Ensuring that RFBI is well known in our 
local communities has been an important 
focus for the marketing team over the past 
year as we looked for ways in which we 
can showcase our services and celebrate 
the unique and wonderful people we care 
for. We have done this through a range of 
initiatives and proactive media campaigns 
that celebrate our residents’ individual 
styles, rich histories and passions to 
remind ourselves that it is not how old  
you are that matters, but who you are. 

We have also continued our work on 
customer service. In a series of workshops 
held across the organisation, staff were 
introduced to the FISH! Philosophy, an 
approach based on simple and practical 
ways in which we can enhance the way we 
work together and have more fun at work. 
Staff involved in the workshops were 
tasked with spreading the word back in 
their Villages and inviting others to come 
fishing. Whilst still relatively new, FISH! is 
spreading rapidly and already a shift has 
been felt.

As well as ensuring our teams are equipped 
and motivated to provide a great customer 
experience, a range of marketing initiatives 
have been undertaken to ensure we remain 
at the forefront of our target market 
and key stakeholders in each of our local 
communities so as to maintain strong 
occupancy. 

Alana Parker 
Chief Marketing Officer

This has included targeted advertising 
campaigns, community events, proactive 
media campaigns, information sessions 
aimed at breaking down negative 
perceptions of aged care and supporting 
people on their aged care journey. We also 
ran another successful Corporate Partners 
Volunteer Week and maintained strategic 
partnerships with local clubs, groups and 
organisations. 

M A R K E T I N G  R E P O R T

Bill Munro, Glen Innes pharmacist with Kath Grob, a resident (& Stephanie  
the rabbit) at our Annual Corporate Volunteers Week

FISH! Launch Workshop at RFBI Kurri Kurri Masonic Village

Care at Home services were also launched 
into two new locations, Armidale and 
Goulburn. Despite long delays in the 
allocation of home care packages to 
approved clients, client numbers have 
continued to grow and our Care at Home 
teams are doing an admirable job, working 
closely with prospective clients to ensure 
they are prioritised appropriately and 
wherever possible, implementing privately 
funded services to meet their care needs 
until a package is allocated. 

I would like to thank the RFBI Board,  
CEO and wider RFBI family for their 
support over the past twelve months and 
I look forward to continuing this work to 
reinforce RFBI’s position as the leading 
aged care provider we are.

“In a series of workshops 
staff were introduced to  

the FISH! Philosophy  
…to enhance the way we 
work together and have  

more fun at work.”

 56
Corporate volunteers from  
22 organisations participated in 
our second Corporate Partners 
Volunteer Week.
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For an organisation to remain competitive
or indeed thrive, it needs to see and act on
opportunities to change and improve its
products and services. The newly established
function of Strategy & Innovation at RFBI
provides the opportunity for greater focus
on the development of creative solutions
by horizon scanning, problem-solving and
the exploration of new ideas to enhance
service provision.

Some of the best resources for new ideas 
are staff and customers, as they deeply 
understand our service and can be relied 
on to provide advice on how to make it 
better! The RFBI strategic plan recognises 
this and by developing this mindset we 
can future-proof our organisation and 
continuously improve our services by 
listening to and understanding our staff 
and customers. This approach will help us 
remain ahead of the competition.

The Strategy & Innovation role aims to 
help deliver this strategic goal with a 
framework that encourages and optimises 
a culture where questioning the status quo 
and striving for continuous improvement 
is encouraged and supported. To help with 
this, a new program has been launched: 
the Care to Share Innovation Program. 
It captures, delivers and acknowledges 
innovation. This Program encourages 
innovative thinking by establishing an easy 
way staff can share ideas, see results and 
be rewarded for success. To encourage 
ideas and remove concern about failure, 
the CEO’s Innovation Award and Most 
Successful Failure Award were launched  
in conjunction with the Program.

Alyson Pearce 
 Chief of Strategy & Innovation

“The strategy & innovation 
role encourages and optimises 
a culture where questioning 
the status quo and striving 
for continuous improvement 

is encouraged and supported.”

Innovation is thriving at RFBI. To date, 
from staff ideas, customer input and 
selective usage of new technologies, we 
have a variety of new programs being 
trialled across our Villages or in the 
planning stages. All the trials are aimed at 
improving the workplace for our staff, the 
effectiveness of RFBI and the lives of the 
residents in our care so that they live in 
place, not just age in place. 

Other big picture ideas include supporting 
the redesign of new villages, incorporating 
the latest research and thinking on how 
to structure and design our buildings to 
create vibrant living spaces that feel like 
home for our residents and enhance our 
staff’s working environment. This includes 
introducing a small household model, 
proven to improve health and wellbeing 
for residents living with dementia as well 
as autonomous vehicles, voice-activated 
services, remote monitoring and robotic 
solutions to reduce time-consuming 
logistics. 

With the continued vision and support 
of the Board of Directors, CEO and the 
wider RFBI team, I have no doubt that we 
will lead the way in innovative thinking 
and continue to deliver enviable services 
and desirable communities for older 
Australians to enjoy.

C S I  R E P O R T

When inspiration strikes and you think of a better way to 
do what you do, share your ideas so that we can innovate at 
RFBI. New ideas are welcome any time, and chosen ideas will 
be rolled out throughout the year. 
 
So, care to share? Send your ideas to 
innovation@rfbi.com.au, visit Care to Share on  
our intranet, or text your name and idea to 0429 309 809

Care to share 
your best ideas?

Launch of Care to Share Innovation Program at RFBI Concord Community Village
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Over the past 12 months two large projects
have consumed the RFBI IT Department:
the upgrade of RFBI’s core management,
finance and billing software, as well as
the implementation of the CareVision
management system.

More than a year ago we began an 
internal project to upgrade our core client 
management, finance and billing platform. 
While the old system had served us well 
for the past 12 years, it was struggling 
to keep up with the demands we placed 
on it. RFBI provides many types of care 
and accommodation to more than 2,500 
Australians across NSW and the ACT, so 
changing the software that supports our 
services is a challenging process. After 
many months of testing and training we 
are nearly ready to bring the new system 
online. The new software will allow us 
to better manage our services and give 
our staff access to a more user-friendly 
and modern system. This has involved a 
monumental effort from many members 
of the RFBI team, all of whom I cannot 
thank enough.

Working with our technology partner 
CareVision, in 2017 RFBI became 
Australia’s first aged care organisation 
to use the new television and mobile 
technology platform to assist with Care at 
Home service provision and reduce social 
isolation among the elderly. In December 
2017, we commenced using the CareVision 
platform with our Care at Home team in 
the NSW Hunter region, and have now 
expanded the use of the platform across 
all RFBI Care at Home teams in NSW  
and ACT.

Andrew Alpe 
 Chief Information Officer

Using the CareVision phone application, 
our teams can access and record 
important care information while in the 
field. Our Care at Home Coordinators can 
communicate with staff, view and manage 
client care plans, add services if requested 
and manage shifts remotely with ease 
from the CareVision management portal. 
The single platform will be used to record 
care information and give clients and their 
relatives more access to that information 
via the television and mobile applications.

This same technology has also been 
incorporated into the rooms of the 
residents at our new RFBI Dubbo Masonic 
Village. In the coming year, RFBI will offer 
all of our residents and their families 
access to the CareVision platform through 
a TV, smart speaker, phone or tablet, to 
assist them to communicate with family 
and friends via video and photo sharing, 
order additional services and take part in 
Telehealth appointments or social events. 
We know we have a great community 
across our villages and hope that by 
making it easy for them to connect we can 
do our part in eliminating social isolation.

As ever, none of this would be possible 
without the support of my amazing team 
and that of the wider RFBI family. We 
continue to strive to make RFBI the best 
aged care provider in Australia.

C I O  R E P O R T

CareVision Management System, RFBI Goulburn Masonic Village teamCareVision Management System

“In 2017, RFBI became  
the first aged care 

organisation to use the  
mobile and television 
platform [CareVision]  

to assist with home care  
service provision.”

2,500
Australians across NSW and the 
ACT are provided with care and 
accommodation by RFBI. 
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Royal Freemasons’ Benevolent Institution
achieved yet another positive result this
year, delivering a $2.7 million surplus,
despite reduced government funding
and major influenza outbreaks affecting
occupancy.

Reflecting our commitment to ensure 
all of our Villages are comfortable and 
inviting places to live, this year we ratified 
a $200 million, five (5) year refurbishment 
and capital development program that 
will impact all RFBI Villages. Our financial 
position strengthened with assets 
increasing by 4.9% to $14.5 million and 
over $345,000 was provided to support 
individuals, fund important research and 
provide needed equipment and services via 
our Benevolence Program.

Significant investment has continued to 
be made to support the ongoing training 
and development of our staff and a new 
biometric time and attendance system 
was implemented, creating greater 
efficiencies and more accurate rostering 
of staff across the organisation. Other 
initiatives that are well underway, include 
a new Wellness Program and Recognition 
Program which will be launched next year. 

Residential Care
RFBI cares for over 1,220 residents every 
day in residential care villages throughout 
NSW and ACT. In line with industry trends, 
average length of stay continues to fall. 
Across RFBI the average length of stay 
dropped to 2.7 years. 

Average occupancy was lower than 
normal, reflecting the particularly 
severe influenza outbreaks experienced 
across the state, however as at 30 June, 
occupancy was trending upward again, 
sitting at 93.8%. 

James Shaw 
Chief Financial Officer

Welcoming all residents, regardless of their 
financial situation, is one of the values 
held by RFBI and is reflected in that almost 
half of our residential care beds (49%) 
were occupied by supported residents. 

Retirement Living
RFBI has invested significantly over the 
past year in our retirement villages with 
approval given to refurbish 46 retirement 
units at a cost of $1,532,254. 

Average occupancy in retirement living 
was 92% at 30 June 2018 and the average 
age of our retirement living residents is  
72 years. The average length of stay of  
a retirement resident has increased to 6.8 
years, likely reflecting the improved access 
to care services via home care.

Home Care
RFBI Care at Home services has grown 
158% since the legislative changes took 
effect on 19 February 2017, allowing 
clients to choose their preferred home 
care provider. As at 30 June 2018, RFBI  
is providing care and services through  
our Care at Home team to 294 clients.

Coming up
Another full year is planned for 2018-19 
with work already underway to implement 
a new Financial System, Enterprise 
Agreement and Refurbishment Program.

Thank you
I thank my dedicated and hardworking 
team, whose continual efforts allow our 
Village staff to concentrate on what they 
do best – caring for our residents and 
clients. I thank the Senior Management 
Team and all our General Managers for 
their support and assistance throughout 
the year and I thank Frank Price for all  
his guidance, support and invaluable 
advice. Finally, I thank the Board for  
their continued support and direction.

F I N A N C I A L  R E P O R T

“Welcoming all residents, 
regardless of their financial 

situation, is one of the values 
held by RFBI.”

$1,672,485
Provided to support people  
in need. 

 93.8%
Occupancy as at 30 June 2018. 

 158%
Growth in Home Care clients.
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Subsidised Retirement Villages: June 2018 

Central Region 93,550

Hunter Region 768,501

North Region 65,537

North West Region 181,964

South Region 160,797

Total Number Subsidised 1,270,349

Residents Statistics

Average Age Male Female

Retirement 71 73

Residential Care 81 84

Home Care 92 83

Percentage Ratio

Retirement 42% 58%

Residential Care 32% 68%

Home Care 31% 69%

As at 30th June 2018 the number of residents and clients being cared for in the  
RFBI Villages was 2328 composed of Retirement Residents 805; Residential Care 
Residents (including Respite) 1229; and 294 Home Care Clients.

Results at a Glance

INCOME ($M)

Care Income 102,688,709

Donations, Legacies & Bequests 252,152

Accommodation Income 15,054,963

Investment Income 5,868,019

Other Income 709,299

Operating Revenue 124,573,142

EXPENSES ($M)

Labour Costs 71,520,777

Residential Services 6,477,485

Repairs & Maintenance 7,524,847

Administration Costs 20,292,091

Depreciation & Amortisation 11,372,146

Utilities 4,234,134

Annuities & Benevolence 402,136

Operating Expenditure 121,823,616

SURPLUS 2,749,526

ASSETS ($M)

Current Assets 188,816,950

Non-Current Assets 174,382,975

Total Assets 363,199,925

LIABILITIES ($M)

Current Liabilities 241,130,196

Non-Current Liabilities 327,570

Total Liabilities 241,457,766

Net Assets 121,742,159

EQUITY ($M)

Reserves 12,022,067

Retained Earnings 109,720,092

Total Equity 121,742,159

Armidale

Basin View

Bathurst

Bellingen

Berry

Holt

Cessnock

Coffs Harbour

Concord

Glen Innes

Goulburn
Hawkins 

(Edgeworth)
Kurri Kurri

Lake Haven

Lakemba

Leeton

Moonbi

Raleigh Urunga

Tamworth

West Wyalong

Average

0.0% 20.0% 40.0% 60.0% 80.0%

% of Supported / Concessional Residents on Average for 2017-18

F I N A N C I A L  R E P O R T
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If there was one thing you’ve always wanted to do but never  
did, what would it be? The team at RFBI Goulburn Masonic Village  
are asking their residents that very question, then making their  
answers a reality.

F E A T U R E  S T O R Y

“I couldn’t believe how many diamonds there 
were in one tiara!” exclaimed Robin Horvath, 
recalling her recent visit to Cartier: The 
Exhibition at Canberra’s National Gallery of 
Australia.

The 78-year-old has always adored precious 
stones and was thrilled to be able to attend 
the jewellery exhibition, along with five other 
residents of the RFBI Goulburn Masonic 
Village. It was what she wished for, after all!

“We started our Make My Wish program in 
June 2018,” explains Sharee McIntosh, Lifestyle 
Supervisor at the Village. “We discussed with 
our residents what they have done in their 
lifetime and the things they wish they’d done 
but never got around to doing. We are now 
trying to fulfil those wishes, if not exactly, 
then at least as a similar experience within our 
resources and the residents’ capabilities.”

Most of us have a ‘wish list’ of experiences we 
can only hope to achieve. For Robin, it was her 
desire to see lots of jewels. 

Sharee and her team discovered the Cartier 
exhibition was on at the National Gallery 
in nearby Canberra. A treasure trove of 
diamonds, emeralds and other precious stones 
never before seen in Australia, it included the 
Queen’s “Halo” tiara worn by Kate Middleton at 
her wedding to Prince William, Princess Grace 
of Monaco’s 10.48-carat diamond engagement 
ring and Dame Elizabeth Taylor’s diamond and 
ruby necklace.

“We asked Robin if she’d like to attend and  
she was excited. She had heard about it, 
but never dreamt she could go, and she 
really wanted to see the royal tiara, ”Sharee 
remembers. “We then asked her to invite five 
friends from the Village to join her.”

Robin was very impressed by the exhibition.  
“I took my time to study each piece and was 
amazed at how shiny the jewels were,” she 
recalls. “It was also wonderful spending the 
day with my friends and looking at jewellery 
we could only dream about wearing.”

Sharee’s team will soon fulfil wishes for other 
residents. “Residents will attend ballroom 
dancing competitions, we’ve booked rabbits  
to visit us and we’re organising guitar lessons,” 
she explains.

“Most of us have a ‘wish list’  
of experiences we can only 
hope to achieve. For Robin,  
it was her desire to see lots  

of jewels.”

As for those trickier wishes? “We are getting  
a virtual reality device to help bring wishes  
to life,” Sharee says. “One resident has wished 
to go snow skiing, so if we can bring this wish 
to her through virtual reality, it will be just 
awesome!”

Make my wish  
come true

Pictured Left to Right: 
— Cartier Exhibition, Canberra 
— Robin Horvath  
—  Pictured left to right are Cheryl Rice, 

Edna Bartlett, Christine Carter,  
Naomi Harmer & Robin Horvath from 
the Village enjoying the exhibition

— Diamond tiara
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What a privilege it has been to be the
Regional General Manager for the North
West Region of NSW. The four Villages
the region encompasses provide care for
our residents with passion and empathy,
reflecting the RFBI values.

I would like to thank the other members 
of the Regional Management Team for 
all the support I have received this year, 
particularly Louanne Riboldi who has 
been a trusted leader and offered wise 
counsel. Thank you also to the leadership 
team for its support and CEO Frank Price 
for the opportunity to play a part in the 
solidification of this team. And last, but 
by no means least, thanks to all the staff 
who strive to deliver the best care to our 
residents every day – you have my utmost 
respect.

RFBI Cessnock Masonic Village 
General Manager, Trudy Bailey

Sharryn McDonald, the General Manager 
of 28 years, has been on extended leave 
this year to care for her husband Rod, who 
sadly passed away in May. 

Very capably, Trudy Bailey has stepped 
in to manage the Village and lead the 
team through a period of significant 
change. The memory support unit is being 
refurbished to make it more welcoming 
and comfortable for residents and staff.  
In addition, several new supervision 
positions have been created and this 
vibrant team is working well together 
to ensure the good name of Cessnock 
Masonic Village is maintained within the 
community.

Sarah Churchyard 
 Regional General Manager

N O R T H  W E S T  R E G I O N  R E P O R T

RFBI Dubbo Masonic Village 
General Manager, Danny Oakenfull

The first year at Dubbo Masonic Village 
has been a great success. Quite apart from 
all the work involved in opening a new 
village, Danny Oakenfull has guided the 
team through a number of noteworthy 
social events including their Official 
Opening which was held on 19 April. In  
a well attended ceremony, the Village was 
officially opened by His Excellency, General 
The Honourable David Hurley AC DSC (Ret), 
Governor of New South Wales. 

The Village is now almost full and the 
residents and staff have settled well into 
their routines. Danny and his Hospitality 
Manager, Leanne Sutton, were invited to 
present as guest speakers at the Australian 
Aged Care Quality Agency (AACQA) 
‘Better Practice for the Future’ National 
Conference in Sydney in August, to share 
their programs on innovation  
and customer service.

RFBI Moonbi Masonic Village 
General Manager, Debbie O’Shea

This year has been another big year 
for Debbie O’Shea and the team. 
Refurbishments of the Mari Ma memory 
support unit and Moonby House are well 
underway and it is expected that Mari Ma 
will be fully opened at the Village Open 
Day in October. 

David J. Adams & His Excellency Officially Opening 
RFBI Dubbo Masonic Village

Jamie Burke, Acting Care Manager with Doreen 
Anderson, RFBI Cessnock Masonic Village resident

RFBI Moonbi Masonic Village is renowned 
for its rural location and unique animal 
therapy program that embraces the hobby 
farm run by the Village team comprising  
a herd of sheep, two alpacas and chickens. 
Recognising this wonderful program, this 
year the team were invited to present as 
guest speakers at the Australian Aged Care 
Quality Agency (AACQA) ‘Better Practice 
for the Future’ National Conference.

This year we said farewell to one of our 
longest serving staff members, Pam 
Corcoran. During her 32 year career with 
RFBI, Pam had worked in various roles and 
we wish her well in her retirement.

RFBI Tamworth Masonic Village 
General Manager, Elizabeth Diebold

Elizabeth Diebold has led the Village 
through a period of considerable change 
and improvement this year, and has hosted 
some magnificent events. One such event 
was on Valentine’s Day, where celebrations 
included a mock wedding complete with 
three brides and grooms who arrived at the 
Village in wedding cars and a full wedding 
feast that was enjoyed by all. 

Animals can provide a welcome distraction 
for those who suffer from chronic pain, 
dementia, loneliness and depression, so the 
Village has introduced a bi-monthly animal 
therapy program that allows residents to 
interact with animals from a farm nursery 
with baby lambs, goats, guinea pigs, 
chickens and rabbits.

Dick Orman delivers the Ode at the Anzac Day service
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C E N T R A L  R E G I O N  R E P O R T

The Central Region has continued to
transform, innovate and improve its
service delivery with an emphasis on
person-centred care and quality of life for
our residents. Through the passion and
dedication of our team, we have provided
high-quality care to our residents,
strengthened quality improvement systems
and delivered strong financial results.

I am grateful for the opportunity to  
work with a talented team and would 
like to acknowledge my colleagues, 
mentors and senior leadership team for 
their commitment and guidance over the 
financial year and thank them for the 
confidence they place in me. The success of 
the team would also not be possible without 
the commitment and continued support of 
our staff and volunteers who have worked 
tirelessly to care for our residents.

RFBI Bathurst Masonic Village 
General Manager, Helen Armstrong

The Village has experienced managerial 
changes over the last financial year, 
welcoming Helen Armstrong as General 
Manager and Colleen Barnes as Care 
Manager.

Over the year we have reinvigorated our 
service delivery to residents through 
upskilling staff, refurbishments and 
streamlining clinical care services. There 
were substantial renovations to the kitchen 
and dining facilities, which have provided 
a homely environment for residents to enjoy 
their meals. The redesign of the courtyard has 
also made it more tranquil and encourages 
social interaction among residents.

RFBI Holt Masonic Village 
General Manager, Yasoda Poudel

Holt Masonic Village welcomed Yasoda 
Poudel as its new General Manager this 
year and is concentrating on delivering 
high-quality care and further integration 
within the community to expand the array 
of services available to residents. 

The Village achieved a three-year 
reaccreditation in December 2017. We 
have also established a partnership with 
Red Cross that will provide retirement 
residents with an array of lifestyle and 
leisure activities, such as yoga classes, 
education in IT/social media and cooking 
classes. The Village has also conducted 
local school visits and art therapy.  
This innovative engagement within the 
community has differentiated us within 
the market and is driving significant 
benefits for residents.

Sanjila Verma 
 Regional General Manager

“Holt Masonic Village 
welcomed Yasoda Poudel as 
its new General Manager  

this year.”

RFBI Holt Masonic Village resident John McGee  
& Mason volunteer Arthur Riley

Valentine’s Day at RFBI Concord Community Village 
with Lee Harris & Nick Burrows

RFBI Lakemba Masonic Village 
General Manager, Attie Cheng

The team at Lakemba Masonic Village has 
continued to deliver high-quality care as 
evidenced by its three-year reaccreditation 
in November 2017 under the leadership 
of Attie Cheng. This high level of care 
was on display during a very successful 
volunteer week and we will continue to 
pursue initiatives aimed at enhancing the 
residents’ experience.

RFBI Bathurst Masonic Village resident Sue & Adrian 
Fish celebrate their 50th wedding anniversary

RFBI Concord Community Village 
General Manager, Monica Chirindi

This year has seen a few managerial  
changes at Concord, with Monica Chirindi 
being promoted to General Manager,  
Pema Yolmo to Care Manager and Julie 
Munro to Administration Supervisor.  
The Village is also being reinvigorated  
with a refurbishment of the main entrance, 
dining area and reception.

Despite these changes, the team continued 
to foster a positive and supportive 
environment. Staff have been encouraged 
to upgrade their skills through continued 
education and training and our dedicated 
volunteers and staff continue to enrich 
our residents’ lives with themed events, 
weekend bingo and social outings.

RFBI Lakemba Masonic Village manager Attie Cheng 
thanks Deanna Brown for being a corporate partner 
during RFBI Volunteer Week
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N O R T H  R E G I O N  R E P O R T

The North Region residents, relatives,
volunteers and staff have had a busy
year. All Villages have maintained full
accreditation, meeting outcomes and
standards required by the Australian Aged
Care Quality Agency and Food Authority. 

Thank you to all General Managers and 
their staff for the great work of ensuring 
our residents are receiving the care they 
desire and require. 

RFBI Armidale Masonic Village 
General Manager, Natalie Green

During 2017-2018, we continued to 
strengthen our relationship with the 
University of New England. While 
supporting nursing students on placement 
for many years, we now also support first 
year medical students, helping to develop 
their communication skills and their 
proficiency in taking oral history. 

In addition, we are encouraging 
conversations with residents and families 
around End of Life Care to identify what 
dreams they have for their future. These 
areas support the Village’s belief that 
life does not stop when you move into 
residential aged care. 

It marked the end of an era when we  
bade a fond farewell to our Hospitality 
Manager, Robyn DeWitt, who retired 
after 36 years of dedicated service. Her 
career in aged care began when it was 
just a cottage industry and she has seen 
it grow to encompass the professional 
food service standards and delivery our 
residents experience today.

Heather Nicholls 
 Regional General Manager

RFBI Coffs Harbour Masonic Village’s display for 
‘Love Is’ – part of the Positive Aging Campaign 

RFBI Armidale Masonic Village resident, Eric Low,  
on a MotorTrike adventure

RFBI Bellingen Masonic Village 
General Manager, Sue Beehag

It has been another busy and fun-filled 
year at Bellingen Masonic Village with 
a variety of events and celebrations held 
throughout the year. Of particular note 
was our Pampering Mother’s Day and  
St Patrick’s Day celebrations. We were also 
treated with regular visits from students 
of our local pre-school, who entertain 
residents and staff alike and Hocus Pokus, 
a miniature horse from Dorrigo. 

Promoting careers within aged care 
and creating opportunities for trainees 
is something we are passionate about 
at Bellingen Masonic Village. We again 
attended the Mid Coast Careers Expo, to 
encourage young people to consider aged 
care as a career pathway and are delighted 
to have a number of students on clinical 
placement as well as our our school-based 
trainee, working with us to gain hands on 
experience. 

RFBI Coffs Harbour 
Masonic Village 
General Manager, Martin Bunyan

Residents, staff and volunteers enjoyed 
twice the cake this year as General 
Manager, Martin Bunyan, celebrated 
20 years with RFBI and we said farewell 
to Jo Bullock, who retired after 14 years 
of service.

On Australia Day 2018, all of our residents 
got involved and had a great time. The 
fun continued into February, the month 
of love, which set the theme for this year’s 
Valentine’s Day celebrations. Hearts with 
the names of our residents, along with 
cupids, hung from the ceiling creating 
a buzz amongst residents, families and 
visitors.

“It has been another busy  
and fun-filled year at 

Bellingen Masonic Village.”

School string band performing for RFBI Bellingen 
Masonic Village residents

This year, the Village continued its tradition 
of offering places to local Year 11 school 
students to complete traineeships in 
Certificate III courses relevant to aged care. 
Baily Smith, Jemma Coad and Alissa Saward 
are a welcome addition to the team and it’s 
lovely to see the warm connection they are 
making with our residents.

“On Australia Day 2018, all 
of our residents got involved 

and had a great time. The 
fun continued into February, 

the month of love, which 
set the theme for this year’s 

Valentine’s Day celebrations.”
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N O R T H  R E G I O N  R E P O R T

RFBI Glen Innes Masonic Village 
General Manager, Bernard Beatty

This has been a busy year at Glen Innes 
Masonic Village with major refurbishments 
commencing in April 2018, requiring work 
to be done throughout the Village. As part 
of the refurbishment, 11 additional rooms 
will be added to the Village along with  
a new entrance and reception. We look 
forward to showcasing the results when 
completed in March 2019.

Our Open Day and Spring Garden 
competition was a combined event in 
October 2017. All staff participated in 
helping to run the event and a special 
mention goes to Quality Coordinator 
Pam Teschner for her drive to get 
things moving.

RFBI Raleigh Urunga 
Masonic Village 
General Manager, Marie Newcombe

Raleigh Urunga Masonic Village is 
committed to creating a dementia-friendly 
community. Staff members Janice Sullivan 
and Amy Blunden-Wattison have joined 
the Making Urunga Dementia Friendly 
Committee (MUDFC) and Dementia 
Australia is supporting local businesses 
by providing education and information 
so those people living with dementia 
are included and supported within the 
community.

Furthering our integration with the local 
community, Village staff, volunteers and 
the public came together for our Spring 
Garden Festival/Open Day 2017. The much-
enjoyed event hosted around 200 visitors 
and resulted in many enquiries about 
residential care and Care at Home services.

RFBI ACFI Team
In January, Care Assessment Manager 
Anne Dand welcomed two new members 
to the team: Sarah Richards and Deb 
Cowler. The ACFI team now has four 
experienced clinicians supporting our 
Villages to ensure we are accurately 
capturing and reporting on the care we 
provide so that we can be funded to 
continue to provide a high level of care.

“Our Open Day and  
Spring Garden competition 
was a combined event held  

in October 2017.”

Bernard Beatty with RFBI Glen Innes Masonic Village 
Spring Garden Festival Winners

Anne Dand & Rachel McGowan working on ACFI  
at RFBI Cessnock Masonic Village

RFBI Raleigh Urunga Masonic Village Open Day  
raffle winners John & Nolene Caban

RFBI Raleigh Urunga Masonic Village Open Day 
dancers

RFBI Raleigh Urunga Masonic Village Open Day fire brigade
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N E W C A S T L E  &  C E N T R A L  C O A S T  R E G I O N  R E P O R T

It has been my great privilege to have the
regional responsibility for RFBI Hawkins
Masonic Village and RFBI Lake Haven
Masonic Village for the year 2017/2018.
These two Villages are ably led by General
Managers Toni Giles and Chris Smith
respectively, who have depth in their
management teams, staff and volunteers.

RFBI Hawkins Masonic Village 
General Manager, Toni Giles

RFBI Lake Haven Masonic Village 
General Manager, Chris Smith

In order to enhance our residents’ lifestyle, 
the Villages have participated in Fashion 
Week and Melbourne Cup celebrations, 
Christmas festivities, Fine Dining 
experiences, rock-and-roll concerts and 
much, much more.

At Lake Haven Masonic Village, their 
Halloween celebration was so popular, its 
tiny visitors demanded a follow-up event 
at Christmas! Over 50 young children 
and grandchildren of residents and staff 
participated in the spooky event and it 
was a day to be remembered by all.

Residents took part in judging the annual 
Christmas Card competition and visited 
the schools involved to award prizes to 
winning students in person. Both Villages 
also held very successful fetes and Open 
Days, attracting many members of the 
community who now see aged care 
through a new lens. 

Louanne Riboldi 
 Chief of Operations

There was also the second annual Corporate 
Volunteer Week, where volunteers from 
our many partners spent quality time with 
our residents sharing some good food, 
good talk and generally good times.

Two of our long-term residents from 
Hawkins Masonic Village, George Davidson 
and Eddie Lideman (posthumously), were 
honoured at the Australia Day Ceremony 
with Medals of the Order of Australia. 
Celebrations were held at the Village with 
Jill Pretty, Deputy Chairman of the Board 
of Directors, Frank Price, CEO and former 
CEO Alex Shaw in attendance.

The Hawkins Village Support Group still 
generously gives its time to fundraise for 
the benefit of our residential care, raising 
in excess of $20,000 this year.

Changes are afoot in the new financial 
year with Toni Giles accepting a promotion 
to Regional General Manager and Larissa 
Williams taking the role of General 
Manager at Hawkins Masonic Village. 
These eminently capable women will no 
doubt continue to prove themselves as 
great leaders. 

The traditional African proverb says  
‘It takes a Village to raise a child’.  
In our case it takes a Village to provide 
a loving and safe home for our residents 
and I thank every person involved: our 
leaders, our management team, our staff, 
our volunteers and the members of our 
residents’ family and friends.

RFBI Lake Haven Masonic Village residents 
participating in a balance class

RFBI Lake Haven Masonic Village’s fashion shoot, 
celebrating our residents, David & Janice Williams  
& Margaret Franusic’s, unique style

RFBI Lake Haven Masonic Village residents enjoying 
The Biggest Morning Tea

RFBI Lake Haven Masonic Village residents enjoying 
a lunch outing

“In our case, it takes  
a Village to provide  

a loving and safe home  
for our residents.”
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K U R R I  K U R R I  &  C A R E  A T  H O M E  R E P O R T

2017-2018 has seen the continuation of
significant home care reforms that have
changed the way that the home care sector
undertakes business. I am delighted to lead
my dedicated and remarkable teams at RFBI
Kurri Kurri Masonic Village and Home Care.

Toni Gemmell 
 Regional General Manager

RFBI Kurri Kurri Masonic Village 
General Manager, Pam Badior

It has been another busy and challenging 
year for the team at Kurri Kurri Masonic 
Village, with an Accreditation Audit in 
January and Food Authority Audit in 
February. I am pleased to say that our 
Accreditation Audit stated that all 44 
outcomes were met, with very positive 
consumer feedback in all areas. The Food 
Authority similarly gave our Village an 
A-grade pass.

Staff members at Kurri Kurri Masonic 
Village have long been passionate about 
providing excellent palliative care to 
residents and we are delighted that our 
Palliative Care Program, established by 
Robyne Bragg, will be rolled out across 
RFBI. 

We have also continued a strong  
program of community involvement with 
a very successful Open Day and great 
participation from our local primary 
schools in our annual Christmas Card 
Competition. Our Men’s Shed group 
activities and bus trips for the Village’s 
younger men were again very popular 
and earlier this year residents and staff 
alike were delighted to welcome 15 new 
chicks. They will now join our four other 
chickens and be part of our animal therapy 
program.

This will be my last Annual report covering 
Kurri Kurri Masonic Village as, moving 
forward, I will be focusing solely on 
growing Care at Home for RFBI. I would 
like to thank Pam Badior and her staff for 
their loyal support over the last 22 years.

Care at Home
I am delighted to lead my dedicated 
and remarkable Care at Home teams as 
significant home-care reforms change 
the way the home care sector undertakes 
business.

Care at Home has experienced solid 
growth following the 27 February 2017 
reforms that saw packages allocated to 
the consumer, allowing them to choose 
their provider. This has resulted in a huge 
increase in competition in the Home Care 
market, forcing us to look at innovative 
ways to do business and at the services  
we offer. 

I am proud to say the RFBI Care at Home 
team has enthusiastically taken on all 
challenges and has continued to grow  
the service in the new Home Care market. 
There has also been an increase in the 
number of higher level packages for  
clients with more complex care needs.

RFBI Care at Home is expanding its 
services into other regions. I would like 
to welcome Belinda Calvert as the new 
Coordinator at Goulburn, and Robyn 
Pye as the new Coordinator at Armidale. 
I would also like to welcome Christine 
Samara, who has taken over as the 
relieving Coordinator at Canberra while 
Nicole Quirk is on maternity leave.

I am excited to announce the introduction 
of the CareVision management system, 
which will revolutionise the way the RFBI 
Care at Home service conducts business 
and allow us to efficiently grow the service 
into the future. The system tracks the 
provision of services to the client in real 
time via a mobile phone carried by staff, 
where all information is captured and 
integrated into our rostering, payroll and 
billing systems.

Andy Alpe at RFBI Kurri Kurri Masonic Village’s FISH! Workshop Helen Smith assisting a RFBI Care at Home client in 
Coffs Harbour

“We are delighted that our 
Palliative Care Program will 
be rolled out across RFBI.”
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As you age, you want to savour your independence, but you  
may need an extra hand with everyday tasks. Kurri Kurri local,  
Nell Workman, has satisfied her own life balance with the help  
of RFBI Care at Home.

F E A T U R E  S T O R Y

There’s no place 
like home

Nell adores quiz shows. She’s currently 
watching Million Dollar Minute “to keep my 
mind sharp”, while on respite at RFBI Kurri 
Kurri Masonic Village. Nell’s here for four 
weeks while her two sons are travelling.  
“This way they don’t have to worry about  
me,” she says, adding, “I can’t praise the  
staff highly enough – I’m sure they must  
be handpicked; they are treasures.”

Despite her respite “vacation”, Nell is looking 
forward to getting back to her friends and the 
unit she’s rented for 16 years. Nearing the age 
of 90 and with failing eyesight, she’s still the 
strong, independent woman she always was, 
but acknowledges it’s time to receive some 
help. So in August 2016, she sought access  
to home care services by RFBI Care at Home.

“Not long after I started receiving services 
with RFBI Care at Home, I needed transport  
to a Christmas party and requested a driver.  
I was sent Debbie and I took her as a guest to 
the party.” Nell recalls. “She’s been with me 
ever since; I feel like she’s family.”

“When she has time off, I can never fault any 
of the other girls, but Debbie and I have gotten 
close. She knows my kids, and it’s good.”

As part of RFBI Care at Home, Nell also has 
someone clean her unit’s floors and toilet,  
and take her shopping. At the moment, this 

is the only care she requires. “I still prepare 
all my meals,” she says. “I do have quite a few 
frozen dinners now, but I also love to cook 
mashed potatoes and vegetables, mix them 
together and make patties.”

Outside of home, Nell enjoys socialising.  
“I play Euchre every Saturday afternoon  
and Wednesday night,” she says. “It keeps  
me occupied; keeps the brain churning. I also 
go to our local club every Friday night, as a 
rule. I go there on the bus, meet a couple of 
‘young girls’ in their sixties, put a couple of 
bob in the poker machines and then get the 
bus home again.”

“I can’t praise the staff  
highly enough – I’m sure  
they must be handpicked;  

they are treasures.”

Volunteering also keeps Nell occupied.  
She became a widow at the age of 58 and 
found solace in supporting and fundraising for 
rural aged care and many local organisations 
for older citizens. Nell still goes to the Kurri 
Kurri Senior Citizens Hall to run the raffle and 
plan regular fundraising events.

Nell has been such a local inspiration that, 
in 2014, her name was added to the NSW 
Department of Primary Industries Hidden 
Treasures Honour Roll for her contribution to 
NSW rural communities. She’s modest, though. 
“You don’t look for these accolades,” she says. 
“I like going out and helping people. What’s 
the good of sittin’ and grizzlin’? I know I am 
old, but I don’t feel it. I love life.”

Pictured Right: 
— Nell Workman
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“Not long after I started receiving services with RFBI Care at Home,  
I needed transport to a Christmas party and requested a driver.  

I was sent Debbie and I took her as a guest to the party ... she’s been  
with me ever since; I feel like she’s family.”

N E L L  W O R K M A N
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S O U T H  R E G I O N  R E P O R T

The Southern Region has enjoyed a busy
and enjoyable year with lots of projects,
changes, challenges and achievements. 
All Villages in this large geographical region
have either achieved or maintained their
full Aged Care Quality accreditation and
NSW Food Authority A rating.

RFBI Basin View Masonic Village 
General Manager, Melinda Benson

In April, we welcomed the appointment 
of Melinda Benson as General Manager. 
Bringing many years of experience in 
health-related fields, including community 
services, she is working hard with her team 
to improve the life of our residents and 
the workplace in general. 

Occupancy continues to improve in both 
residential and retirement living and plans 
are in place to commence work on the 
long-awaited outdoor barbecue area.

Linda Goodfellow 
 Regional General Manager

RFBI Berry Masonic Village 
General Manager, Katherine Scarcella

This year we welcomed Katherine Scarcella 
as General Manager, replacing Tuyen 
Tran, who retired in March to travel and 
spend time with her new grandchildren. 
Katherine was previously the Care 
Manager and embraced RFBI’s proactive 
employee progression plan. 

We have refurbished several of our 
retirement units to provide modern 
open-plan living and our residential care 
Village celebrated its milestone birthday 
of 20 years in July 2017 with a very special 
morning tea. Reflecting back on when I 
opened the home on 29 July 1997 with six 
residents, was both amazing and surreal.

RFBI Goulburn Masonic Village 
General Manager, Anthony White

We have embraced the recruitment of 
more registered nurses to the clinical team 
led by Anthony White and Care Manager, 
Narelle Jones. Meanwhile, long time carer, 
Margaret Brown, retired after 14 years of 
hard work and dedication to the residents. 
We wish Margaret all the best. 

Work has been carried out at a number 
of our retirement units, refurbishing them 
to create an open-plan living style, which 
is proving popular.

Working towards our goal to provide 
integrated care options, we were delighted 
to have a new RFBI Care at Home team 
established at Goulburn Masonic Village.

RFBI Berry Masonic Village’s 20 year anniversary

RFBI Berry Masonic Village’s 20 year anniversary

“Berry celebrated its 
milestone birthday of  

20 years in July 2017 with  
a very delicious morning tea 
attended by special guests.”

Image Title

RFBI Goulburn Masonic Village thanks their 
corporate partners during Volunteer Week

RFBI Goulburn Masonic Village gardensLynette Milligan visiting her mum Marjorie Milligan 
at RFBI Basin View Masonic Village
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S O U T H  R E G I O N  R E P O R T

Daphne Gladman taking part in the main street  
Easter Parade celebrations

“Residents were excited by 
the arrival of a new Village 
bus earlier this year and a 
new menu and kitchenette 
in the ‘Waratah Cafe’ has 

proved popular.”
RFBI Leeton Masonic Village 
General Manager, Judith Dahlenberg

Leeton Masonic Village has enjoyed a 
vibrant year, welcoming new registered 
nurses to the clinical team and a dedicated 
ACFI coordinator who will be working two 
days per week.

RFBI Leeton Masonic Village resident Joyce Cullen  
& volunteer Marcia Ashworth gardening

RFBI West Wyalong Masonic Village Valentine’s Day

RFBI West Wyalong 
Masonic Village 
General Manager, Joanne Mayberry

We farewelled much-loved and respected 
Care Manager, Kisha Alias, who arrived 
six years ago as a registered nurse from 
India. Kisha has left RFBI to relocate 
to Queensland to be closer to family. 
Meanwhile, we were pleased to welcome 
a new ACFI registered nurse, Nikki Snead, 
to the clinical team. 

Residents were excited by the arrival of 
a new Village bus earlier this year and a 
new menu and kitchenette in the ‘Waratah 
Cafe’ has proved popular. Men of the 
Village have enjoyed participating in the 
Men’s Shed activities. 

RFBI West Wyalong Masonic Village residents Lola  
& Ted Jones enjoying a cup of tea with their daughter

Judith Dahlenburg and Care Manager, Pam 
Elliott, have focused on marketing Leeton 
Masonic Village to the community, which 
has included our Village bus taking part 
in the main street Easter Parade, a manned 
Seniors Week shopfront display with 
brochures, display boards, information 
bags and small gifts, along with a street 
stall. Their efforts have ensured the Village 
maintains strong occupancy, despite having 
three competitors in the town and another 
three just 29km away.

“Leeton Masonic Village 
has enjoyed a vibrant year, 
welcoming new registered 
nurses to the clinical team 

and a dedicated ACFI 
coordinator who will be 

working two days per week.”

As always, I extend my thanks and 
gratitude to the General Managers for 
their hard work and dedication to our 
residents’ care and our wonderful staff. 
I also extend a heartfelt thanks to our 
wonderful volunteers who make life that 
little bit better for our frail and grateful 
residents, along with my colleagues in 
the Regional Management Team and the 
Senior Leadership Team.
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R F B I  M A S O N I C  V I L L A G E  L O C A T I O N S  N S W  &  A C T

RFBI Village Contact Residential Care Retirement Living

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

Natalie Green 
T: (02) 6770 1200

62

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

Natalie Green 
T: (02) 6770 1200

34

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

Melinda Benson 
T: (02) 4443 5034

50 23

RFBI Bathurst Masonic Village  
200 Stewart Street, Bathurst NSW 2795

Helen Armstrong 
T: (02) 6332 2777

45 21

RFBI Bellingen Masonic Village  
Cnr Watson and Church Streets, Bellingen NSW 2454

Sue Beehag 
T: (02) 6659 5300

54

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

Sue Beehag 
T: (02) 6659 5300

16

RFBI Berry Masonic Village  
41 Albany Street, Berry NSW 2535

Katherine Scarcella 
T: (02) 4464 2765

40 34

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

Trudy Bailey 
T: (02) 4993 2100

65 89

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

Martin Bunyan 
T: (02) 6650 2200

61 50

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

Monica Chirindi 
T: (02) 8765 9011

62

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

Danny Oakenfull 
T: (02) 6800 1400

70

RFBI Dubbo Masonic Retirement Village 
Darby Close, Dubbo NSW 2830

Danny Oakenfull 
T: (02) 6800 1400

45

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

Bernard Beatty 
T: (02) 6732 3720

51 6

RFBI Goulburn Masonic Village 
10 Long Street, Goulburn NSW 2580

Anthony White 
T: (02) 4822 1881

43 41

RFBI Hawkins Masonic Village 
3 Northville Drive, Edgeworth NSW 2285

Larissa Williams 
T: (02) 4946 3299

131 207

RFBI Holt Masonic Village  
138 Hardwick Crescent, Holt ACT 2615

Yasoda Poudel 
T: (02) 6123 9300

53 48

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

Pam Badior 
T: (02) 4937 0000

91

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

Chris Smith 
T: (02) 4393 7666

65 158

RFBI Lakemba Masonic Village 
72 Sproule Street, Lakemba NSW 2195

Attie Cheng 
T: (02) 9393 7700

50

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

Judith Dahlenburg 
T: (02) 6953 9300

46 10

RFBI Moonbi Masonic Village 
52 Churchill Drive, Moonbi NSW 2353

Debbie O’Shea 
T: (02) 6766 0400

87 33

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

Jim Iannelli 
T: (02) 4869 1113

10

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

Yasoda Poudel 
T: (02) 6123 9300

36

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

Marie Newcombe 
T: (02) 6692 4400

58

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

Attie Cheng 
T: (02) 9393 7700

24

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

Elizabeth Diebold 
T: (02) 6764 5800

62

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

Elizabeth Diebold 
T: (02) 6764 5800

6

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

Elizabeth Diebold 
T: (02) 6764 5800

12

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

Frances Morrell 
T: (02) 6970 1500

63

Care at Home NSW & ACT

ACT
Nicole Quirk 
Care at Home Coordinator
138 Hardwick Crescent 
Holt ACT 2615
Telephone: (02) 6123 9310 
care.act@rfbi.com.au

 
Goulburn
Belinda Calvet 
Care at Home Coordinator
10 Long Street 
Goulburn NSW 2580
Telephone: (02) 4822 1881 
care.glb@rfbi.com.au

 
Central Coast
Jodie Smith 
Care at Home Manager
12-16 Christopher Crescent 
Lake Haven NSW 2263
Telephone: (02) 4393 7608 
care.cc@rfbi.com.au

 
Lower Hunter
Julie Hill 
Care at Home Manager
412 Lang Street 
Kurri Kurri NSW 2327
Telephone: (02) 4936 4044 
care.lh@rfbi.com.au

 
Dubbo
Natalie McHarg 
Care at Home Coordinator
2A Capstan Drive 
Dubbo NSW 2830
Telephone: (02) 6800 1470 
care.dub@rfbi.com.au

 
Mid North Coast
Helen Smith 
Care at Home Manager
191 Old Pacific Highway 
Raleigh NSW 2454
Telephone: (02) 6692 4455 
care.mnc@rfbi.com.au

 
New England
Del Schubach 
Care at Home Coordinator
16 Kitchener Street 
Tamworth NSW 2340
Telephone: (02) 6764 5825 
care.ne@rfbi.com.au



Since 1880, RFBI has given 
benevolence to those in need 
and is a leader in innovative
aged care services.

ABN: 76 115 117 274  |   ACNC Registered Charity



PO Box A2019
Sydney South NSW 1235

Suite 2, Level 12
2 Park Street
Sydney NSW 2000

Telephone: (02) 8031 3200 
Email: admin@rfbi.com.au
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