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Our Shared Vision

To be regarded as a provider of innovative and excellent care to older persons.

Our One Mission

To assist our customers to live a secure, dignified and rewarding life by providing a range of quality  
care services and accommodation options.

Our Core Values
We demonstrate our Core Values by:

Commitment to our customers

•  Offering access to our facilities and services to all 
older persons in need regardless of religion, belief, 
race, nationality or background.

•  Ensuring that affordable care and accommodation 
options are available for persons with limited 
financial means.

•  Using best endeavours to provide individualised 
services and care that acknowledges and meets 
the physical, emotional, psychological, social, 
spiritual and religious needs of each customer.

•  Developing functional, attractive, quality facilities 
and accommodation options that meet or exceed 
customer needs and expectations.

•  Respecting the individual rights, beliefs, 
independence, and personal choices of each 
customer.

Innovation and Learning

•  Pursuing innovation and excellence in each service 
or venture we undertake.

•  Developing our staff by providing opportunities 
for personal and professional development 
in an atmosphere of openness and trust with 
an expectation of high achievement that is 
acknowledged through recognition and reward.

•  Participating in all appropriate associations and 
professional groups on advocacy issues affecting 
the aged care sector.

Standards and Viability

•  Protecting our long term financial viability for the 
benefit of all existing and future stakeholders.

•  Conducting our business in a responsible, honest, 
fair and ethical manner.

• Complying with all relevant laws and regulations.

Team Spirit

•  Maintaining our rich heritage in Freemasonry  
and promoting the ideals of charity and service  
to community.

•  Providing a healthy and safe working environment 
free from all discrimination, harassment and 
bullying.

•  Valuing and maintaining the important 
contributions made by our staff and volunteers.

•  Communicating openly and honestly with 
customers, staff and other stakeholders.
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With nearly 1,500 customers, we 
are on track to deliver our Strategic 
Growth Plan 2013-2018 on the 
back of the acquisitions of 2014 
and against a solid operational 
performance that will enable 
us to continue to grow, care for 
more Victorians and exceed the 
expectations of our customers in 
an ever changing market.

During the year we relocated our 
corporate office to Level 7, 580  
St Kilda Road. This move allowed 
us to better utilise Coppin Centre 
to develop our latest service 
offering in the residential aged 
care space. Coppin Suites situated 
on Level 3 of the Coppin Centre  
at 45 Moubray Street features  
18 premium residential aged  
care apartments. 

Coppin Suites is the result of 
numerous consultations with our 
existing and potential customers 
about what it is that they would 
prefer in the way of seniors’ 
accommodation and care that 
is a little bit above the ordinary. 
The result offers individuals 
and couples the opportunity to 
transition into residential aged 
care with hotel-style amenities 
and services such as a formal 
lounge, dining room and library.

Similarly, Streeton Park on Yarra 
came closer towards its completion 
in late Spring 2015. Streeton 
Park offers stunning retirement 
independent living apartments, 

with an outstanding range of 
services and support, and boasts 
exceptional shared facilities and 
parkland and city views.

We were again fortunate to partner 
with many organisations who 
share a similar mission towards 
the care of older persons. We 
continued our close association 
with Leading Age Services 
Australia (LASA) in Victoria and 
the National Ageing Research 
institute (NARI). We partnered 
with La Trobe University in ground-
breaking education and research 
into emotional intelligence for 
our Carers. We also enjoyed our 
corporate partnership with the 
Victorian Government for the 
Seniors Festival 2014.

Our focus on research and 
innovation led us to feature, during 
the Homes Open Day in March 
2015, the emergence of assistive 
technology in aged care, particularly 
the use of therapeutic robotic 
devices to support dementia care. 
Our Information Communication 
Technology strategy was on the 
mark with the implementation at 
all residential care sites, of a new 
and fully integrated digital Care 
Record which will be extended 
to our Home Care service in the 
coming year.

We also responded to a request 
for assistance and extended a 
helping hand to a member of the 
Masonic Care Alliance across Bass 

Strait and provided chief executive 
oversight to Masonic Homes of 
Northern Tasmania, and appointed 
its General Manager, Sophie Legge, 
as it progresses towards a new 
entity - Masonic Care Tasmania.

I acknowledge that without the 
dedication and enthusiasm of our 
staff, volunteers and the many 
informal carers, achieving our One 
Mission would be a much more 
challenging endeavour. 

Our Trustees and Board Directors 
continue to play a leading role in 
the direction of the organisation. 
This year, we welcomed Jayne 
Senior and Craig Head to the Board 
and farewelled Dr Sonia Allen 
after six years of dedicated service 
on the Board and the Quality 
Committee. We also acknowledge 
the contribution of Mr Jim Kerrigan 
OAM who willingly gave of his time 
in a consumer participation project 
which led to the establishment  
of a Customer Reference Group.

We commend this report to you. 
On behalf of Royal Freemasons, 
we sincerely thank each of you for 
your support in the past and we 
look forward to your continued 
support of our work into the future.

We marked the beginning of a new  
chapter in aged care on 1 July 2014 with  
the implementation of the first tranche  
of reforms introduced by the  
Commonwealth Government’s Living Longer, 
Living Better legislation. 
Royal Freemasons embraced these changes and 
in so doing, continued to reduce many of the 
inequalities that exist in accessing services and 
improving consumer choice and decision making.   

Our Home Care services were consolidated 
and streamlined in preparation for these and 
further Government reforms in Home Care to be 
implemented from July 2015. Our own internal 
changes have already proven to be of benefit to 
our customers with a well-developed integrated 
process offering single point of access.

To this end, we secured 190 Level 2 and Level 4 
Home Care packages via a competitive process  
as part of the joint divestment of home care 
services by two public health services – Austin 
Health and Melbourne Health. These packages  
will transition to Royal Freemasons in  
early 2015-16.
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Coppin Suites
18 Premium Suites 
Private & Secure.
Meeting the demand for premium 
residential aged care living in 
central Melbourne, Coppin Suites 
offers penthouse rooms with 
a view, well appointed fixtures 
and amenities flowing through 
to the dining and lounge areas, 
supported by quality care  
and services. 

Coppin Suites provides fully 
furnished one bedroom suites, 
some with balconies, outlooks of 
Melbourne’s skyline and parks 
and gardens.  Some penthouses 
also incorporate a kitchenette to 
support a more independent  
living environment.

A New Structure

In October 2014, the strategic restructuring of the 

Home Care business commenced with the objective 

of improving outcomes for the customer. This has 

involved the centralisation of administration tasks 

and the decentralisation of operations.  It resulted 

in the amalgamation of regional offices, and co-

location of Home Care with Support Services.  

A reduced level of administrative tasks, more 

efficient customer handling processes, and 

the provision of supportive technology for Case 

Management, delivered a much improved team 

culture and financial position.  

A New Operating Model

A new streamlined operating model has been 

introduced incorporating more automated and 

optimised rostering and service scheduling based 

on a set of business rules designed to benefit the 

customer and deliver a significant cost reduction 

for the financial year 2014-15.

Royal Freemasons is developing a unique 

scheduling system in collaboration with a 

software developer that links care assessment 

and service planning, and captures demand and 

service preferences immediately and accurately. 

The system supports both an efficient Home Care 

Support Service structure and field staff operations 

which, in turn, improves the cost effectiveness 

of service for a customer’s funded package of 

Success & Sustainability  
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Flexible Living options 
with 20-44 Square Metres. 

Coppin Suites exceeds the 
expectations and preferences of 
the current aged care consumer, 
providing a private and secure 
place of residence with the comfort 
and amenity they are accustomed 
to alongside hotel quality features 
and  24 hour care and services.

care. Robust business rules ensure the right 

person, delivers the right service at the right 

time supporting customer preferences and 

satisfaction.A

A New Service & Care Philosophy

Over the past twelve months, Royal Freemasons 

integrated the key principles of Consumer 

Directed Care into its existing Home Care 

business. Systems, documentation, contracts, 

budgets and reporting have been reviewed, 

updated and continue to be tested to 

accommodate the pending changes from  

1 July 2015.  

This philosophy of promoting person-centered 

care underpins our service, recognising that 

an individual’s goals should be the focal  

point of care.

Over the last year, Royal Freemasons Home Care 
has undergone a process of change, delivering 
positive outcomes for its staff, customers and  
the organisation.
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A key goal of Royal Freemasons, as it continues to implement  
its Strategic Growth Plan 2013-18, is to be a responsible corporate citizen  
and to apply best practice to minimise environmental impact in its general operations.

To this end, in January 2015 Royal Freemasons commenced implementation of a triple bottom 
line approach to its reporting, incorporating financial, social and environmental responsibilities.

The implementation of a ‘reuse, recycle, reduce 
program’ led to the introduction of composting 
at our seven residential aged care locations with 
participation from staff, residents, families and 
the local community. Composting was introduced 
to increase recycling of our kitchen waste and 
minimise the amount going to landfill. Gardening 
provides a great opportunity for sharing of stories 
and knowledge and composting has become part 
of this program. As a result, three sites also have a 
worm farm alongside their composting bins.

Across the organisation, energy efficient initiatives 
have been introduced. These include rainwater 
harvesting, LED lighting and sensor lighting, along-
side the reduction in paper and printing. These are 
now possible with our new electronic customer 
care records in residential care and streamlined 
processes in Home Care. Printed matter is being kept 
to a minimum with the introduction of e-newsletters 
to complement printed versions of The Link, the Year 
in Review and the Research and Innovation Report. 
These documents are now offered in downloadable 
electronic format via our web site.

Royal Freemasons One Mission is to  
assist our customers to live a secure, 
dignified and rewarding life through  
the provision of a range of quality care,  
services and accommodation options 
across our continuum of care. 

To support our One Mission, the introduction 
of a new information technology software 
application – Healthmetrics (eCase) - supports 
a single customer record through the linkage of 
all care and services received during a customer’s 
journey with Royal Freemasons. This provides a unique 
single source of truth. This system advancement eliminates 
duplication of information, minimises clinical risk and provides a  
real time view of our customers, their current status, their preferences 
and support needs.  The system identifies customer needs through 
data gathered by all carers and health professionals where care is 
being delivered. This in turn links directly into workflow scheduling. 
In addition, government-funded services can be claimed directly and 
electronically, providing a streamlined service for the customer and an 
efficiency gain for the organisation.

The new system is cloud-based and paperless. It supplies ‘real time’ 
quality and key performance indicator outcome data via ‘dashboard 
reporting’ for each business stream, business unit and all levels  
of management.  

The continued development of the application provides a level of 
transparency for the consumer and gains in operational and financial 
business intelligence. This supports scalability of resources and well 
positions Royal Freemasons for continued growth. Above top: Composting initative 

launched at Gregory Lodge,  
January 2015.

Success & Sustainability  
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Customer Experience  
Technology keeps us mobile

08
Effective and efficient 
delivery of home care 
services requires 
our operations to be 
supported by systems 
that identify four key 
drivers: who, when,  
where and, in some 
cases, why. 

Customer Experience  
Day in the Life of a Carer

09

Our Home Care staff are provided with a plethora 
of information via various technologies, some of 
which are located in the customers home, utilising 
mobile devices and systems drawing on geospatial 
technology. 

The key platform is the single client record; all 
systems linking services back to this ‘single source 
of truth’. Constant review of support needs through 
consolidated data from documentation and services 
relies on Case Managers and field staff to capture 
real-time information and feedback. 

Telehealth devices in homes provide additional 
sources of health data, again channeled back to the 
Case Manager to integrate into the client record.  

Scheduling systems ensure optimal route selection 
for field staff, which assists in reducing time. Royal 
Freemasons’ carbon footprint ensures an effective 
use of staff resources for services. Mobile device 
technology supports a remote workforce by providing 
field staff with their rosters, the customer’s service 
and care plan, and verification of service delivery 
via geospatial technology and service feedback 
reporting.

All information is fed back to the Case Manager  
for review and is housed in the single client record.  

We are often asked what a typical 

day in the life of a carer looks like. 

Mornings are generally the 

busiest time of the day. Carers are 

constantly on the go to ensure that 

all customers are seen on time.

Typically a carer assists their 

clients with showering, dressing, 

preparing breakfast, tidying their 

surroundings and ensuring they 

take their medication. Before the 

end of the shift, a carer is required 

to fill in a record of care and any 

changes that were noticed. 

Carers engage with their clients 

informally and often socially.  

Everyone has a story and most 

people are happy to share theirs 

if they feel someone is genuinely 

interested.  Older people are 

often fonts of wisdom and it is a 

privilege when they speak about 

their experiences. 

Lunchtime is a great opportunity  

to pause and recharge the batteries 

for the afternoon. Some days it’s  

a quick bite between visits.

The afternoon usually consists 

of preparing meals, transporting 

clients to appointments, shopping 

or social outings.

Sometimes it can be challenging 

caring for clients with dementia, 

or with families trying to cope 

with a lot of stress.

Most of the time it can be 

rewarding by offering a shoulder 

to cry on, an ear to listen, a 

helping hand outstretched in 

friendship, or simply by bringing a 

little laughter to a customer’s day.

It’s very important that our 

customers feel safe and secure.

Being a carer involves a lot of 

responsibility, but it can also be 

empowering when you feel valued 

and appreciated.
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“I can never imagine myself and my  
wife to be living somewhere else,  
we chose to live here”  
Bill from Darvall Lodge

Customer Experience 
Customer Ambassador Program

11

This new program was developed 

to provide peer support to 

customers as they enter care, 

whether that be at home, in an 

independent living setting or in 

residential care.

The program builds on early 

outcomes from the ‘Transitions 

into Aged Care’ research led 

by Deakin University with 

participation from Royal 

Freemasons and the existing 

resident buddy program 

implemented some years ago  

at Coppin Centre. 

These resident buddies are able 

to communicate well with co-

residents making initial contact 

to introduce themselves, answer 

questions and offer a tour of the 

facility should the new resident 

express an interest in doing so.

Fact:

91%
Average Customer 

Satisfaction

Royal Freemasons understands that it can be a 
significant turning point in an individual’s life (and 
often that of their family) to move into aged care – 
whether that be a residential aged care or smaller 
home setting or even just acknowledging the need 
for further support in their home. 

Because we understand the anxiety or relief that 
comes with making that decision, Royal Freemasons 
introduced the first of many ‘surprise and delight’ 
initiatives to comfort and welcome people into the 
Royal Freemasons family. With the aim of making the 
transition a more personalised experience, people 
new to our care receive a ‘welcome gift’ of a personal 
grooming pack.

We understand the anxiety or relief 
that comes with making the decision 

to move to a residential aged  
care home. 
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Customer Experience  
Dining Experience
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Customer Experience 
In Harmony

At Royal Freemasons we understand that food is a 
critical component to the customer experience and 
have further enhanced the dining experience  
in response to customer feedback.

Seasonal Menus 

This year we have further improved the variety of 
the menu and now change the menu more regularly 
to take advantage of seasonal produce. Each week 
there is a Chef’s Choice which reflects the most 
popular dishes as expressed by our residents.

All food is cooked on site by our experienced chefs 
who work with our dieticians to produce a menu that 
is varied, nutritionally balanced and accommodates 
the needs and preferences of our customers who 
come from a wide range of cultural backgrounds  
and different care needs . 

The Menu sheet itself has been enhanced with 
clearer descriptions of the dish being served 
alongside its name. Thus Veal Scaloppini is also 
described as (Thinly sliced Veal). 

The Menu now more clearly indicates what the 
Pureed Selection is for those customers on a texture 
modified diet. This aspect of our work is soon to 
incorporate moulded texture modified foods to make 
the meal more visually appealing for our customers. 

Theme Days and Dining Ambience

The Lifestyle Team and our Chefs have worked 
together this year to put on more special themed 
days.  Examples are Mother’s Day and other 
important days in the calendar such as Christmas 
Day, specific cultural days, AFL Grand Final and 
Melbourne Cup! The dining experience has been 
enhanced with improved table linen, flowers on  
the table and mock candles at night to make  
dining a special event. 

Fact:

223,380 
Serves of  
Breakfast

Fact:

1,141,720
Serves of  

Tea and Coffee

Fact:

446,760
Main Meals 

served. 

The first Royal Freemasons community choir raised its voice, thanks to 
the generosity of the community through our 2014-15 Appeal.  

The ‘Royal Freemasons With One Voice Eastern’ choir was launched 
at Centennial Lodge in May, in partnership with Creativity Australia. 
The development of the Choir program was aimed at helping staff and 
customers build new friendships and foster a sense of belonging to  
the local community.

Residents, volunteers and families from Centennial Lodge, Darvall 
Lodge, Elizabeth Gardens, Monash Gardens and Monash Gardens 
Village enjoyed their first choir rehearsal on 19 May 2015 under the 
direction of Musical Director, Michelle Morgan, and supported by 
members of the ‘With One Voice Greater Dandenong’ choir.

The choir has been a dedicated weekly activity since its inception  
and will perform at different events in the coming year. Most recently, 
it sang at an evening soiree called ‘Sing for Good’ to raise funds for 
charitable causes. 

Research has shown that singing in a group has the ability to improve 
mental and physical well being.

The choir will be evaluated towards the end of the year to consider 
further roll-out to other sites.
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Neville Pearson  
Elizabeth Gardens
“Neville has been a volunteer for 10 
years at Elizabeth Gardens. He runs 
a men’s group on a Tuesday and is 
very active in organising games and 
reading newspapers. He will also 
take photographs of the residents 
(with their consent) and put 
them together to show everyone. 
He is very much involved with 
the residents and their families 
organising outings and will even 
play the part of Santa Claus at the 
resident Christmas party.”

To help show our appreciation, 
Royal Freemasons celebrates 
National Volunteers week in  
May and International Volunteers 
Day on December 5 each year. 
This is also tied in with the 
annual Christmas luncheon 
where some of our talented 
volunteers sing and entertain 
throughout the afternoon.

We are always happy to welcome 
new volunteers into our program. 
For further information about 
volunteering at Royal Freemasons, 
please email people.culture@
royalfreemasons.org.au or call 
9452 2445.

Our staff are important to us. We enjoy a lower than 

average turnover rate in our industry and provide 

staff with an encouraging and supportive work 

environment that recognises and values positive 

contribution.  We offer rewarding and challenging 

career paths, competitive pay rates, reward and 

recognition, generous employee benefits, and 

health and wellbeing programs that build resilience 

and promote team spirit.

Our culture is imbued in a sense of caring, service, 

hospitality, and the unfailing ability to anticipate 

the needs of our customers.  We strive to exceed 

the expectations of our customers so they can 

enjoy secure, dignified and rewarding lives.

At Royal Freemasons, we are always looking for 

great people.  Staff who care for our customers 

are required to have a minimum Certificate III 

qualification in aged care in order to maintain  

and exceed the high expectations we have  

in our care delivery. 

Our staff are supported by an experienced team of 

care professionals including a Senior Geriatrician, 

Chief Nurse and full range of Support Services 

professionals in the fields of recruitment, payroll, 

finance, procurement, property management, 

information technology, continuous improvement, 

analytics, sales and marketing.  We also maintain  

a robust process via the Quality Committee  

and Board for assessing the credentials of  

our General Practitioner Panel and all  

visiting specialists.

People & Culture 
Our Staff

14

Fact:

12.8%
Staff turnover 
– compared to  

industry average of  
15.8% 

We have over 250 volunteers and, 
after taking on three additional 
facilities, we are proud of the  
committed and long standing 
volunteers at our new sites.

Maria Di Stefano  
Springtime Sydenham
“Maria is one of our best volunteers 
at Springtime, visiting at least once 
and sometimes twice per week. 
Maria has a special connection 
with Springtime after her late 
husband was a resident and has 
been volunteering for the past two 
years. She is always cheerful and 
reliable, running weekly bingo, 
taking residents on outings and 
assisting with BBQs.”

Irene Murray 
Monash Gardens
“Irene has been a volunteer for 
many years at Monash Gardens 
and will always go above and 
beyond what we ask of her. She 
started out visiting once per week 
and is now here at least twice and 
sometimes three times! She is a 
very community spirited lady, no  
job is ever too big or too small and 
she always has a ‘can do’ attitude. 
Irene visits individual residents, 
runs the coffee shop, plays Scrabble 
and assists with craft groups.”

People & Culture  
Our Volunteers

15

At Royal Freemasons 
we recognise our 
Volunteers as an 
integral part of the 
team, selflessly 
offering their time  
to provide a jam-
packed calendar full  
of activities to enrich 
the lives of our 
residents.

250+  
volunteers  

in total

290 
Average weekly 

volunteer hours  

equivalent to  

38 days
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People & Culture  
Feeling Good Working Well

16
Over the years, Royal Freemasons has made a 
significant commitment to investing in research 
and innovative practice in order to deliver the  
best possible quality care outcomes for  
our customers. 

We work in partnership with a number of health 
services and academic institutions on research 
projects which then translate into improvements  
to care delivery practice.

During 2014-15, we were delighted to participate in 
a research project and professional development 
program titled ‘Feeling Good, Working Well’ in 
partnership with La Trobe University.

The program involved a series of workshops which 
provided our staff with new ways to manage on- 
the-job demands and an increased sense of well-
being. The research explored whether the quality  
of care provided can be enhanced through emotional 
intelligence to improve workload management.

This research is the first of its type in Australia and  
is specifically designed for aged care. This one-of- 
a-kind study makes a difference for our staff and  
our customers. 

Global Corporate Challenge

Staff again took part in the Global Corporate Challenge. This wellbeing 
program has been particularly successful with increased participation 
year-on-year. The Global Corporate Challenge is designed for 
workplaces like ours and suitable for all fitness levels. The Global 
Corporate Challenge inspires, motivates and supports workers to make 
small daily changes in their lifestyle that have a significant and ongoing 
effect on health and wellbeing. During 2014-15, 21 teams registered  
and participated.

Flu Vax Campaign

The annual vaccination program was available to staff free of charge 
during April and May 2015.  The overall number of staff vaccinated 
reached 47% this year. The Royal Freemasons site with the highest  
participation rate at the end of the program was Elizabeth Gardens.  
We were pleased to present them with a ‘Christmas in July’ lunch as  
a thank you.

We’re Smokefree

Our new Smokefree Program is now in place at all Royal Freemasons 
sites. Smokefree means that smoking is not permitted in any area 
within the property boundaries of Royal Freemasons sites. The 
smokefree approach includes a range of supports for those employees  
who wish to quit smoking such as access to the Quit Program  
(including discounted nicotine patches) and counselling through  
our Employee Assistance Program.

154,244,436total combined  stepsThis equates to walking   around the world 2 times  over their 100-day  journey

Fact:

8.79km
Average distance Staff walk 

per day 

Fact:

13,735
Staff daily  

step average 
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People & Culture  
On-boarding

18

People & Culture  
Donations & Bequests

Royal Freemasons has an effective and efficient online employment offer  
and acceptance system. After a successful interview and credential 
assessment process, applicants recommended for employment receive  
a text message on their mobile device to login to our on-boarding portal.  

The on-boarding process includes viewing 
and accepting their employment contract, job 
description, and completion of relevant employment 
documentation. 

The on-boarding system has streamlined our 
recruitment process and enhanced the experience 
for new employees. Feedback has been positive, 
with employees feeling supported and assured 
throughout the process.

The on-boarding system is continuously improving 
and was recently upgraded to interface with mobile 
devices. Applicants can now accept an employment 
offer on their smart phone or tablet. 
 

“As a new employee at Royal Freemasons  
I was welcomed to my role with my offer of 
employment through a quick and easy online 
system.  It was really easy and paperless.   
I’ve never come across this type of on-
boarding experience before and really liked 
the process.  I was able to accept my offer and 
fill in all my employment details online.”

Ann Gunarathne 
Rostering Assistant

Each year Royal Freemasons relies  
on the generosity of the community to  
help advance its mission of providing  
quality care and accommodation  
to our customers. 

Our 2014-15 fundraising appeals were  
focussed on: 

•  Healing gardens for residents

•  A Community Choir to reach out to residents, families, and  
volunteers of local communities to perform together and to  
connect in the activity of singing

• Assistive technology in dementia care.

Bequests and donations continue to play a major role in our  
continued success. Throughout the year corporate partners and 
community associations work with us to facilitate experiences  
that develop awareness of our work via community engagement.

We wish to express our sincere gratitude to each individual, Masonic 
groups and organisations for their generosity of spirit. Limited space 
only allows for the listing of donations and bequests of $500 or more. 
Please refer to page 32 of this publication.

For more information on bequests, 
donations or partnerships, please 
contact Christina Chia, Executive 
Officer at Royal Freemasons on 
1300 17 69 25 or visit  
www.royalfreemasons.org.au/
donations

Left: Deputy Grand Master, RWBro. 
Donald Reynolds and partner Mya 
G. Grayly embrace the ‘Seal Appeal’ 
March 2015.

Fact:

17%
of our workforce  

have worked with us  
over10 years

 

Fact:

44  years
Average age of our workforce 

– compared to industry average  
of  48 years  

Fact:

44%
of our workforce have 

worked with us  
3 - 10 years

Fact:

73%
Average Staff 
Satisfaction
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A new and innovative program is being  
piloted at several residential care homes  
with the support of The Keith and Aya  
Thornton Homes Fund.

 

Brand Value  
Tapestry of Care

21

In collaboration with the National 

Ageing Research Institute (NARI), 

this program is integrating current 

best practice principles with our 

existing model of care.

The enhanced model places our 

residents at the centre of their 

own health and aged care journey, 

with an additional emphasis on 

the World Health Organisation 

approach to functioning, disability 

and health. 

Based on a person-centred 

care approach that focuses on 

improving dialogue, quality of 

life, and what is important to 

the residents, we call this our 

‘Tapestry of Care’.

A major component of this 

program is a multidisciplinary 

professional review of each 

resident’s condition, summarising 

our overall approach to their 

care in a simple and accessible 

manner. This model helps to 

integrate our care approach, 

provide all care staff with a 

greater sense of direction, 

acknowledge the aged care 

journey of our residents, and 

promote dialogue with families. 

A second component of the 

‘Tapestry of Care’ program 

translates identified resident 

aspirations into appropriate and 

achievable goals. 

The ‘Tapestry of Care’ approach is 

designed to improve the quality 

of care and quality of life of 

our residents. The outcomes of 

this pilot program are due for 

comprehensive evaluation with 

NARI later this year.

Seniors Festival 2014

The 2014 Victorian Seniors Festival ‘Taking good care 
of yourself’ was focused on celebrating communities 
and encouraging senior Victorians to remain active in 
body and in mind.

For the first time, Royal Freemasons supported the 
Victorian Department of Health with this important 
event as a Corporate Partner.

With a wide range of social, cultural, educational 
and healthy living activities across the state, Royal 
Freemasons had the opportunity to provide the wider 
community with valuable aged care information. 
This enabled us to communicate and actively 
demonstrate our compassion and dedication to the 
service of seniors in Victoria.  

Community TV Series a Continued  
Success (CH 31 TV Series)

‘Royal Freemasons Homes that Care’ Channel 31 TV 
series was screened for a second and third season 
last year over a further 19 episodes following the 
success of the first six-part mini-series in 2014-15.

The series achieved a viewing audience in excess  
of 500,000 people for all 25 episodes and proved 
to be an innovative way to help the community 
appreciate and understand the world of aged 
care through the eyes of our customers, families, 
volunteers and staff.

Thank you to everyone who participated in our  
TV series initiatives.

YouTube

A Royal Freemasons YouTube site was launched in 
February 2015 as part of a strategy to inform the 
community about accommodation options and the 
quality of care that is synonymous with our brand.

The comprehensive site features stories and images 
captured during the filming of the ‘Royal Freemasons 
Homes that Care’ television series for Channel 31, 
along with digital images of staff, customers, 
volunteers and families.

The content has been arranged into a selection 
of categories, including Moving Into Aged Care, 
Innovative Care, Premium and Independent Living, 
and What Our Customers Say.

The new site can be accessed at  
www.royalfreemasons.org.au or by following the 
link youtube.com /c/royalfreemasonsorgau 
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A new and innovative program is being  
piloted at several residential care homes  
with the support of The Keith and Aya  
Thornton Homes Fund.
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President’s Jewels

The President’s Jewel – Patron 
is presented at the discretion of 
the Trustees and the Board to an 
individual in recognition of their 
services or fundraising efforts in 
support of Royal Freemasons. 

Recipients are also recognised  
on our Honour Board displayed  
at Coppin Centre. 

The President’s Jewel – Patron is 
awarded as a once-only lifetime 
jewel to an individual who has (or 
continues to make) a substantial 
contribution over many years to 
Royal Freemasons. In 2015 the 
Jewels were awarded to Ms Lillian 

Canterbury and Mr N Lees.

Royal Freemasons 2015 Open Day was held on  

28 March at the Coppin Centre and included a 

variety of festive activities, information stalls  

and presentations.

Our Open Day was held on the Crown Land that was 

granted 148 years ago for the original site of the 

Freemasons Homes.

A major highlight of the day was a presentation by 

Dr Tanya Petrovich, of Alzheimer’s Australia Victoria. 

Dr Petrovich spoke about the latest innovations 

in dementia care including the benefits of ‘Paro’, 

the Therapeutic Robot Seal.  Her presentation  

complimented our 2015 Appeal initiative.

Other features included:

•  a demonstration of socially assistive robots by 

Prof. Rajiv Khosla of LaTrobe University

•  a mini expo on new accommodation options at 

Streeton Park on Yarra and Coppin Suites as they 

both neared completion

•  a range of stalls from Golden Days Radio, Royal 

Freemasons Ladies’ Auxiliary, Gardenvale  

Mobility Lodge and Freemasons Victoria

• The Lorna Chapman award presentation.

Visitors, residents, families and staff were 

entertained throughout the day with an animal 

farm, face painting, a roving performer and  

live music.

Brand Value 
Homes Open Day 2015
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Focus on Community

Royal Freemasons is committed  
to meeting the needs of all of  
our aged care customers. To 
increase access to culturally 
appropriate aged care for people 
from a culturally and linguistically 
diverse background (CALD) and 
with the support of Victorian 
Interpreting & Translating Service, 
Royal Freemasons produced key 
service information and marketing 
collateral in three additional 
languages: Greek, Italian and 
Mandarin. This is supported by  
our multi-cultural staff.

Lorna Chapman Award

The Lorna Chapman Award was established in 
recognition of the contribution made by Miss Lorna 
Chapman, a former Director of Nursing of Royal 
Freemasons.  Miss Chapman delivered a high level 
of nursing care and enhanced the quality of life 
of several thousand residents in her care during 
27 years of service. The Lorna Chapman Award 
is presented annually to a staff member who 
has demonstrated exemplary performance and 
commitment to the Shared Vision and Core Values 
of Royal Freemasons.

The winner of the Lorna Chapman Award for 2014 
is Ms Janice Wintel, a Personal Care Assistant 
at Coppin Centre. Janice has worked for Royal 
Freemasons since August 2006.  We are very proud 
to have such a committed and dedicated employee 
- a very worthy recipient of this year’s Award.

Celebrating Achievements and saying  
“Thank You”

Brand Value
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Fact:

Our staff speak
many languages

English 100%
Hindi 13%
Punjabi 11%
Arabic 5%
Filipino/Tagalog 12%
Other 22% 

Fact:
42%

customers born overseas
36%

speak a language other than English
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The composition of the Board changed with the retirement of Dr Sonia Allen in  
October 2014 after six years of dedicated  service to the Board and Quality Committee.  
Dr Allen’s contribution to the Board & Quality Committee was invaluable to the provision  
of quality care at Royal Freemasons.

In October 2014, we welcomed two new appointees to the Board. Jayne Senior and Craig 
Head both bring considerable experience in business which will support our Strategic 
Growth Plan 2013-18.

Mr Jim Kerrigan OAM concluded his term as Consumer Member on the Quality Committee 
in May 2015. His positive contribution to the work of the committee is greatly valued.  

LLB Hons, B Juris, FCPA, PGM
Trustee, The Taylor Foundation. Grand 
Master, Freemasons Victoria 2007-
2010. Appointed Trustee in May 1994.

MWorBro GJ (Garry) Sebo

B Comm., CPA, PDGM
Trustee, The Taylor Foundation. 
Retired Executive, Amcor Business 
Services. Former Member of Board 
of Management, Royal Freemasons’ 
Homes of Victoria 1982-1998 and Past-
Chairman, Director, Royal Freemasons’ 
Homes of Victoria Limited 1998-2001. 
Appointed Trustee in July 2005. 

RtWorBro JR (John) Chanter

LLB, LLM, PGM
Partner in Donaldson Trumble 
Chambers Pty Ltd. Former Honorary 
President, Royal Freemasons’ Homes 
of Victoria Limited. Trustee, The Taylor 
Foundation. Appointed Trustee in  
June 2007. 

MWorBro JR (John) Evans

Deputy Chairman
PSGW
Managing Director, Melbourne 
Trailer and Caravan Supplies 
Pty Ltd. Appointed Director 
February 2009. Elected Deputy 
Chairman October 2012. 

RWorBro DWR (Denis) Henry

Board Chairman 

FRMIT (Geol), B App Sc 
(Applied Geol), MBA, F Aus 
IMM, MAAPG, MPESA, PGStdB
Executive Chairman, CNG-
TM Pty Ltd. Managing 
Director, Global Resources & 
Infrastructure Pty Ltd. Former 
Chairman and Director, VicSport. 
Former Managing Director 
and CEO, Panaegis Gold Mines 
Limited. Appointed Director 
December 2007. Elected 
Chairman October 2012.

 

WorBro ID (Ian) Buckingham Mrs W (Wendy) Wood

Chairman, Quality 
Committee
DBAc, MHA, BN, RN
CEO Federation Training. 
Management Consultant 
and Sole Director, Gumhill 
Consulting Pty Ltd. Australian 
Council on Healthcare 
Standards, Coordinator and 
surveyor. Appointed Director 
October 2009. Appointed 
Quality Committee Chairman 
October 2012.

WorBro IL (Ian) Wollermann

Chairman, Finance, Audit  
& Investment Committee 

BA Dip Ed, CEA, FAIBB, PGIW
Managing Director, IL 
Wollermann Pty Ltd. Appointed 
Director October 2009, 
Appointed Finance, Audit 
& Investment Committee 
Chairman October 2012. 

Ms J (Jayne) Senior 

Pg. Dip. Mktg. MSc (Bio-
Aeronautics), MSc (Clinical 
Genetics), BSc Hons 
(Genetics), GAICD
General Manager Genetics 
Co-Operative Pty. Ltd., Non-
Executive Director, Child Wise. 
Appointed Director Oct 2014. 

WorBro CA (Craig) Head  

B Bus (Acc), M Bus (Acc), CPA, 
FIPA, MAICD, PGSwdB
Chief Financial Officer Form 
700 Group of Companies, 
Member of the Board of 
General Purposes Freemasons 
Victoria. Appointed Director 
October 2014.

Mr D (Danny) Millman  

Dip Bus Studies (Accounting)
Senior Consultant, Aspex 
Consulting. Appointed Director 
October 2012.

Bro Dr EM (Mano) Thevathasan  

MBBS (Hons Mon), FRACP, 
FAChPM
Consultant Physician, 
Rheumatology and Palliative 
Care. Former Chairman, Royal 
District Nursing Service. 
Appointed Director October 
2007. 

Dr Sonia Allen  
Retired Oct 2014

Solicitors
Russell Kennedy  
DLA Piper Australia 
SBA Law

Bankers
ANZ Banking Group

Auditors
Accru 
Grant Thornton

Ian Buckingham,   Denis Henry,   Ian Wollermann,   Wendy Wood,   Dr Mano Thevathasan,   Danny Millman,   Jayne Senior,   Craig Head  
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Royal Freemasons is a not-for-
profit, charitable organisation. 
In order to sustain its charitable 
activities, achieve the Board’s 
strategic growth objectives, and 
continue to provide for future 
investment in the improvement 
of its care delivery, services and 
accommodation options, it is 
critical that Royal Freemasons 
achieves cash surpluses overall.

Royal Freemasons has continued 
to make a strong contribution 
towards achieving its One 
Mission and Shared Vision, 
with a social contribution 
delivered to the community by 
way of significantly subsidised 
residential accommodation in 
its 174 independent living units, 
and revenue foregone due to our 
higher-than-industry-average 
intake of supported customers 
in both our residential aged care 
facilities and home care programs.

Royal Freemasons continued 
to consolidate its financial 
performance across each of its 
residential aged care facilities, 
and particularly important was 
the successful integration and 
improvement of the business 
performance of the 215 additional 
residential aged care beds 
acquired from other providers 
in the previous year as part of 
fulfilling the organisation’s  
growth strategy.

Royal Freemasons’ home care 
business underwent a significant 
restructure in the past year, in 
preparation for the introduction 
of Consumer Directed Care (CDC) 
from 1 July 2015. This resulted 
in a very successful operational 
and financial transformation to 
position the home care business 
well for future challenges and 
growth opportunities. 

During the year, Melbourne Health 
and Austin Health agreed to sell 
their level 2 and level 4 home care 
packages to Royal Freemasons 
with the transfer being effective 
from September 2015. This 
acquisition increases Royal 
Freemasons’ number of home 
care packages by a further  
190 to 555.

Royal Freemasons operates 
across the aged care continuum 
in home care, independent 
and retirement living, and 
residential aged care. Key to 
the organisation’s 2013-2018 
Strategic Plan is a focus on 
growing all parts of the business 
in order to provide care services 
and accommodation to more and 
more elderly Victorians. 

Royal Freemasons Ltd has delivered another solid 
financial result for the year ended 30 June 2015 in the 
form of an operating surplus of $3.79m. This compares 
with an operating surplus of $3.09m in the previous year.

Sophie Legge,    Elaine Krassas,    Felix Pintado,    Sussan McNamara,    Michael Wild,    Christina Chia,    Danielle Carey-Munro  

The underlying operational performance was 
particularly strong with Operating Revenue 
increasing by 25% and Earnings Before 
Interest, Tax, Depreciation, Amortisation and 
Rent (EBITDAR) increasing by 28% over the 
previous year.

Executive –  
People and Culture

General 
Manager, 
Masonic Care 
Tasmania

Executive 
Officer

Executive –  
Service Operations

Executive – 
Service Innovation 
and Standards

Chief 
Executive

Chief 
Operating 
Officer
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Revenue & Expenses by Service Type
REVENUE $000’S %

Residential Aged Care 52,444 80%

Home Care 8,692 13%

Retirement/Independent Living 1,683 3%

Other 2,974 4%

Total Revenue 65,793 100%

EXPENSES $000’S %

Residential Aged Care 49,914 80%

Home Care 7,168 12%

Retirement/Independent Living 1,884 3%

Other 3,041 5%

Total Expenses 62,007 100% 

13% Home Care

3% Retirement/Independent Living

4% Other

80% Residential Aged Care

3% Retirement/Independent Living

80% Residential Aged Care

12% Home Care

5% Other

Revenue Expenses

Financial Performance                   
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Royal Freemasons ongoing solid 
financial performance provides a 
solid platform for future growth. 
The organisation is planning to 
significantly increase its number  
of customers in future years 
through a combination of the 
following: 

•  acquisitions of existing 
businesses from other providers

•  brownfield developments to 
increase capacity at existing 
sites

•  greenfield developments on land 
either currently owned or to be 
acquired.

In coming years, Royal 
Freemasons also plans to set 
aside a portion of its capital 
reserves for major refurbishments 
of existing buildings to ensure 
that the organisation can 
continue to meet market demand 
for its existing services.

Two building projects progressed 
through the year that will further 
increase the number of customers 
in 2015-2016:

•  Coppin Suites, a new premium 
offering of 18 residential aged 
care suites and apartments 

located at our Coppin Centre 
residential aged care facility 
will be completed and ready for 
occupation from September 2015. 
This development will increase 
Royal Freemasons number of 
residential aged care beds  
to 633.

•  Streeton Park on Yarra, 84 
premium retirement living 
apartments being constructed 
on the banks of the Yarra River 
in Heidelberg will be completed 
and ready for occupation 
from November 2015. This 
development will increase 
the number of retirement/
independent living residents  

from 235 to 319.   
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through a combination of the 
following: 

•  acquisitions of existing 
businesses from other providers

•  brownfield developments to 
increase capacity at existing 
sites

•  greenfield developments on land 
either currently owned or to be 
acquired.

In coming years, Royal 
Freemasons also plans to set 
aside a portion of its capital 
reserves for major refurbishments 
of existing buildings to ensure 
that the organisation can 
continue to meet market demand 
for its existing services.

Two building projects progressed 
through the year that will further 
increase the number of customers 
in 2015-2016:

•  Coppin Suites, a new premium 
offering of 18 residential aged 
care suites and apartments 

located at our Coppin Centre 
residential aged care facility 
will be completed and ready for 
occupation from September 2015. 
This development will increase 
Royal Freemasons number of 
residential aged care beds  
to 633.

•  Streeton Park on Yarra, 84 
premium retirement living 
apartments being constructed 
on the banks of the Yarra River 
in Heidelberg will be completed 
and ready for occupation 
from November 2015. This 
development will increase 
the number of retirement/
independent living residents  

from 235 to 319.   
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Overview 2014-15
$000’S 30 JUNE 2015 30 JUNE 2014

Operating Revenue 64,584 51,624

Other Revenue 1,209 1,294

Total Revenue 65,793 52,918

Staff Expenses 45,401 36,163

Property Expenses 5,284 4,578

Other 11,322 9,091

Total Revenue 62,007 49,832

Surplus for the Year 3,786 3,086

including depreciation/
maintenance

NUMBER OF CUSTOMERS

Independent/Retirement Living 235

Home Care 365

Residential Aged Care 615

Total 1,215

RESIDENTIAL AGED CARE BEDS

Coppin Centre 192

Darvall Lodge 60

Gregory Lodge 73

Centennial Lodge 75

Springtime Sydenham 50

Monash Gardens 97

Elizabeth Gardens 68

Total 615

73% Employee Benefits

9% Property Expenses

5% Food, Cleaning, Laundry

2% Utilities

11% Other

ExpensesRevenue

63% Government Subsidies

25% Resident Contributions

5% Transition Care

1% Investment Income

6% Other

Revenue & Expenses by Source
REVENUE $000’S %

Government Subsidies 41,582 63%

Resident Contributions 16,584 25%

Transition Care 3,150 5%

Investment Income 697 1%

Other 3,780 6%

Total Revenue 65,793 100%

EXPENSES $000’S %

Employee Benefits 45,401 73%

Property Expenses 5,284 9%

Food, Cleaning, Laundry 3,388 5%

Utilities 1,457 2%

Other 6,477 11%

Total Expenses 62,007 100%

Surplus for the Year 3,786 

This surplus, nearly 6% of  
revenue, is available for mission 
based activities, capital 
maintenance and replacement,  
and strategic growth.
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Bequests/Estates/Trusts/ 
Foundations

Barker, Trust of Edmund George

Bennett, Jean & Keith Charitable Fund

Bockholt, Estate of Roy Lindsay

Boyd, Estate of

Brenneris, Estate of Janis

Bruce, Estate of Richard Robert

Cooper, Estate of William

Cowell, Estate of Kevin S

Elton-Montruin, Estate of Edward Charles

Granter, Estate of Helena Ferrier

Green, Estate of William Harold

Hamilton, Estate of Henry A O

McFadden Charitable Trust, The

McIntyre, Estate of John W

Osborn, Estate of Henry Alexander

Patterson, Estate of Matthew Drayton    

Powell, Estate of Bruce Leslie

Rutley, Fund of Robert & Irene

Shearer, Estate of Barbara Whilton

Snowden, Estate of Dawne   

Spark, Estate of Eric Archibald   

Stewart, Estate of Kevin

Tamme, Estate of Ernest

Taylor Memorial Fund, The WH & EJ

Templeton, Estate of Richard Robert Bruce

The Allan & Dulci Murray Memorial

Trezise, Estate of John Knox 

Turner, Estate of Henry Thomes

Masonic Lodges & Groups

Blackburn United Lodge No 915

Board of Benevolence of Freemasons Vic

Brunswick United Lodge No 924

Gregorios Lodge No 865

Henty Lodge No 279

Ladies Auxiliary – Royal Freemasons

Ladies Auxiliary of 1964 No 7 Master 
Groups Freemasons Lodge

Lodge Aquila No 530

Lodge of Concentration No 753

Malvern Lodge No 121

Monash Lodge No 938

Old Scotch Collegians’ Lodge No 396

Plenty Valley Lodge No 703

South Yarra-Gardenvale HRA Chapter 
No 6

The Brighton District Lodge No 37

The King David Lodge No 460

The Mordialloc Lodge of Charity No 258

The Old Melburnians’ Lodge

United Grand Lodge of Victoria

Individuals

F Bottrell

EL Cameron

Lillian Canterbury

N Dolan

CE Griffiths

AN Hale 

TWR Henry

MJ Herpe

RA Kinsey

LE Lyons 

MD McWilliam

JA & JM Mitchell

DA Nielsen

AE Richmond

Wesley D Riggy

M Saunders

GP Sutherland

KW Thornton

GH Turpin

BL Woods

Mei Wu

Royal Freemasons Ltd
ABN 52 082 106 82145 

Level 7, 580 St Kilda Road Melbourne 3004  
Telephone  03 9452 2200  Facsimile  03 9521 3689

General Enquiries & Access Team  
Telephone  1300 176 925

www.royalfreemasons.org.au

Independent Living
BALLARAT
Lalor Court 
24 Midlands Drive Ballarat 3350

BRUNSWICK
Marjorie Nunan Court 
433 Brunswick Road Brunswick 3056

Marjorie Nunan Gardens 
3 Hickford Street Brunswick 3056

Marjorie Nunan Terrace 
475 Brunswick Road Brunswick 3056

COBURG
Jacaranda Court 
551 Murray Road Coburg 3058

GEELONG
Acacia Court 
159 Wilsons Road Geelong 3220

IRYMPLE
Banksia Court 
2091 Fifteenth Street Irymple 3498

MOOROOPNA
Goulburn Court 
45 McKean Street Mooroopna 3629

MULGRAVE
Monash Gardens Village 
97-99 Monash Drive Mulgrave 3170

MURRUMBEENA
Boyd Court 
1160 Dandenong Road Murrumbeena 3163

SWAN HILL
Murray Gardens Court 
110 Stradbroke Avenue Swan Hill 3585

Premium Apartments
HEIDELBERG
Streeton Park (Now Selling) 
9 Vine Street Heidelberg 3084  
Telephone  03 9499 3004

NORTH CARLTON
Redmond Park 
300 Pigdon Street North Carlton 3054  
Telephone  03 8352 2300

Residential Aged Care
BURWOOD
Elizabeth Gardens 
2-8 Elizabeth Street Burwood 3125

FLEMINGTON
Gregory Lodge 
2-58 Newmarket Street Flemington 3031

MELBOURNE
Coppin Centre 
45 Moubray Street Melbourne 3004

Coppin Suites 
45 Moubray Street Melbourne 3004 
www.coppinsuites.com.au

MULGRAVE
Monash Gardens 
355 Wellington Road Mulgrave 3170

NOBLE PARK
Darvall Lodge 
521 Princes Highway Noble Park 3174

SYDENHAM
Springtime Sydenham 
41 Manchester Drive Sydenham 3037

WANTIRNA SOUTH 
Centennial Lodge
13 Lewis Road Wantirna South 3152

Home Care
Level 7, 580 St Kilda Road Melbourne 3004  
Telephone 1800 756 091

Wellness Services
(incorporating Day Therapy)

45 Moubray Street Melbourne 3004 
Telephone  03 9452 2307

This document has been produced using environmentally 
sound processes.
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