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Mission

Our mission is
to enrich the lives of
people in our care.

Values

Our residents are valued

and are treated with dignity,
respect and understanding,
offered choice and encouraged

to exercise their independence.

Our staff are valued and

with integrity, empathy and
compassion contribute to the
quality of life of our residents.

We value all stakeholders
and relate to them with
integrity and openness,
responsive to the needs of the
local community.

We value the environment and
the effective use of resources
to deliver quality care.

Editor:
Design:

Graeme Domm
Blueboat

Printing:

Shepparton

Vision
To be a centre for excellence in aged care.

Choice

We encourage and promote
individual choice and
independence.

Respect

We believe everyone is unique,
we listen and demonstrate
care and compassion in
everything we do.

Care
We care and continuously
improve what we do.

Passion

We love what we do and
encourage creativity and
diversity.

Teamwork
We work together and support
each other.
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We acknowledge the Traditional Owners of
the land on which Shepparton Retirement
Villages is located and pay our respects to
Elders past and present.

We seek to provide a safe and welcoming
environment for all who come to us.




President’s Message

Kevin Boote
President

Diligence and vigour
in facing challenges

| am very pleased and proud to present the 2024-25
Annual Report on behalf of the Board of Directors of
Shepparton Villages (SRV).

It has been a busy year of progress toward meeting
the changing standards and expectations that are
coming with the new Aged Care Act (2024) that takes
effect from 1 November 2025.

SRV has long been committed to providing
excellence in retirement living and aged care to the
Goulburn Valley community, but this commitment
is in the process of being further reinforced by new
mandated industry-wide quality standards across
seven key areas.

These strengthened standards relate to

The Person, The Organisation, Care and Services,
The Environment, Clinical Care, Food and Nutrition,
and The Residential Community. Taken together,
these standards are designed to be more person-
centred, provide measurable outcomes, and focus on
the rights and choices of older people in aged care.
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The way in which outcomes and progress will be
measured will be via a Star Ratings system that takes
account of performance against the standards, with
three stars considered adequate for compliance
(though with room for improvement); four stars being
considered to be above minimum compliance levels;
and five stars being seen as outstanding.

With quarterly Star Ratings already being compiled
and published by the government, I'm pleased to note
that as of 30 June 2025 none of our facilities had been
rated at less than three stars; one facility (Banksia
Lodge) had been rated at Four Stars; and expectations
were high for Mooroopna Place to achieve a Four Star
rating in the not-too-distant future.

Diligent efforts were under way across all facilities
to achieve full Five Star ratings, with attainment of
staffing levels being one of the most challenging
activity areas to receive ongoing attention.




At a time of dynamic change and development, it has
been incumbent on the SRV Board of Directors to
maintain diligent attention to governance standards.
I’'m pleased to note that this has occurred across the
board as a whole and within the committees that
report in to the board: the Board Finance, Audit and
Risk Management (BFARM) Committee chaired by
Barbara Evans; the Quality and Clinical Governance
Committee chaired by Joshua Freeman; and the
Project Control Committee and Executive Committee
both chaired by me.

| thank all Directors, Committee Chairs and Committee
members for the dedication they have shown
throughout the year, helping ensure that not only does
SRV continue to adapt with flexibility and openness to
changing times, but also that this happens without any
loss of due diligence or strategic oversight.

| take pride in being associated with a Board of
Directors able to operate at such a level, mindful of
the voluntary nature of the service being given and
the busy lives of all involved.

I must note the departure of Steven Strange, whose
term on the Board concluded in October 2024, and

of Michael Hall, who is due to depart from the Board
at the Annual General Meeting in October 2025.

We wish both of them well and thank them for the
generous contributions of their time and expertise.

| also thank Murray Burls, who has retired as Executive
Manager, Corporate Services, after 30 years with the
organisation. Murray’s consistent and capable counsel
has served the Board very well over many years. His
contributions will be missed, though of course we
wish him a very happy and well-earned retirement.

At the same time, | must also welcome Karen Ansen
and Billie Atanasova, who have both joined the
Board during 2024-25. Your distinctive sets of
expertise are welcome indeed.

The Board was further supported by important
advisory bodies as well during 2024-25. In particular,
the Consumer Advisory Body (CAB), chaired by
Stephen Merrylees, and the Quality Consumer
Advisory Body (QCAB), chaired by Merushe Asim.
Resident representatives in these bodies helped to
distil the broader feedback that SRV receives from
residents in their regular resident meetings that
have long been held at each of our care facilities.
Further feedback came from residents in our
Independent Living Units in their regular meetings
as well. The Board appreciates the time and effort
shown by all who contribute to these important
advice and feedback processes.

Moving on to the Executive, | want to thank CEO
Veronica Jamison and her senior management team,
which has supported the Board tirelessly through
2024-25, even as that team has grown and taken

on greater levels of accountability in certain areas.
Veronica is valued not only for her expertise in leading
this team but also for her role as an industry leader

too, helping ensure that the Shepparton community
“punches above its weight”, so to speak, on the national
stage. The Board appreciates the calibre of contribution
provided by Veronica and her executive team.

You are our “unsung heroes”, and on behalf of the
Board of Directors | thank you all most sincerely.

Challenges will continue in 2025-26, and these
include work to give effect to the Board’s
commitment to expand SRV’s Support at Home
offerings in the coming year; ongoing workforce
development to stay abreast of all-important new
care standards; careful oversight of proposals that
hold promise of new residential capacity being made
available at Tarcoola Village in the coming year, if
approved; and a range of other matters requiring
careful attention.

| feel confident that we will be well placed as
an organisation and a community to meet these
challenges with diligence and vigour through 2025-26.

Kevin Boote
President




' From the CEO:

Year_ in
Review

The last 12 months have been an exciting and challenging time
for all of us at Shepparton Villages as we continued to deliver on
our current strategic plan in the key areas of quality and safety,
workforce, finance, buildings and infrastructure and governance.

It has been a time of transition for Shepparton
Villages as we continue taking necessary steps to

be ready for the demands of a new Aged Care Act
taking effect from 1 November 2025. Over the last
12 months, the entire Shepparton Villages team has
contributed to ensuring the organisation is ready for
the implementation of the new rights-based Act.

The introduction of the new Act is four months later
than originally envisaged (a delay announced in June
2025), so we have had the gift of some unexpected
additional time to put certain operational and
structural changes into effect and to begin seeing
some benefits accrue even before the start of new
mandated Quality Standards and the various reforms.
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Our changes have included the arrival of new members
of the Executive Management team who have had an
opportunity to “hit the ground running” and help put
in place worthwhile initiatives to further strengthen
aspects of our work in all areas of the organisation.

One (tasty) example of this performance improvement
effort has been some work undertaken to review and
refresh our food and beverage offerings as part of a
year-long program of engagement with the Maggie
Beer Foundation, a process already attracting strong
positive feedback from residents in our care facilities.
It is building on some excellent foundations put in
place prior to the arrival of new Executive Management
team members, and also further guided by advice from
Anchor Excellence, our consultant advisors in aged
care, home care, and retirement living.




Another example of performance-enhancing
initiative is the introduction of new management and
tracking systems that are further improving aspects
of record-keeping, making it easier to see where and
how service quality improvements are happening.
(More on that later in this Report).

At a strategic and operational level, | feel we are
increasingly well-placed to rise to the demands of
the times - and indeed even to help lead in certain
areas. In June 2025 | was honoured to chair the 6th
annual Aged Care Week Conference held at Sydney
International Convention Centre. It was an event that
brought together hundreds of the best and brightest
in our industry for candid discussions about a range
of vital issues around the future of aged care. | came
away from the event feeling energised and optimistic
about where Shepparton Villages stands in relation

to the industry as a whole and in our capacity to be a
worthwhile contributor to positive change in our sector.

At the beginning of the 2024-25 year, | was also
honoured to join the board of a new national
advisory body on aged care workforce. The entity
known as Aged Care Research and Industry
Innovation Australia (ARIIA) is developing and
guiding a range of initiatives to be taken by a new
$3 million fund established to support projects
encouraging our sector to work together to solve
complex sector-wide workforce challenges.

Standing alone, the challenges being faced by our
complex and heavily-regulated industry, operating
in volatile times, can seem daunting. From workforce
skill shortages to changing technologies to the
shifting expectations of a new generation, there

is much that needs to be addressed. But with
appropriate collaboration and a can-do spirit, I've
felt reassured in recent times that the future can be
bright. The best elements of our industry can rise to
the occasion and along the way will help others to
meet the challenges too.

| feel confident, as we move toward 2026 and the
further changes and challenges a new year will
bring, that our responsibly managed and community-
owned not-for-profit organisation - tested over
nearly six decades of volatility - can continue to

rise to the demands of the time for the benefit of

the broader Goulburn Valley community. I'm also
confident that we can play an outsized role as a
force for good within the national aged care sector
from our distinctive regional location.

One of the more exciting
prospects in the coming year
arises from a decision made
recently to expand our operations
in ‘Support at Home’ services -

ie. those services which involve
our teams going out into the
community and giving support to
people to stay in their own homes.

This is a government policy priority in line with
changing times, and we're ready to play our part in it.
The Support at Home shift provides a good example
of how a long-established organisation like ours
must be ready and able to adapt and pivot as needed
over time.

In 2026 and beyond, our three wonderful retirement
villages and their associated care facilities will
continue to be as important as ever - indeed, there
are provisional plans to expand, with Tarcoola
Village to be a focus for some further development
(more later in this report) - but a revamped and
refreshed Support at Home service will be an
important part of the mix too.

A more challenging aspect of the changes ahead,
for some people, will be the introduction of what
the Government is calling Higher Enhanced Living
Fees (HELF). This refers to a new requirement that




aged care providers make each
additional non-clinical service
they provide subject to individual
charging, so that people may opt
in or opt out of any one of them.
While some popular services may
continue to be ‘bundled’ into a
convenient package, each one
MUST also be available (or able
to be withdrawn) on an individual
basis too. The benefit of this to
residents is that it will maximise
choice and reduce, in some cases,
the risk of a resident paying

for a particular service they do
not use. The downside, from an
administrative point of view, is
that it will become more complex
to administer and make greater
demands upon residents (or their
families) to anticipate in advance
what they will want to use - and/
or be ready to make individual
payments and do paperwork each

D Veronica Jamison
ft) walks with ILU
ident and SRV Life
ber, Kath Treacy in
acious lounge area
Mooroopna Place.

time they wish to do something
on a one-off basis. In short, more
complexity and more system cost.

As with all providers, we're
working toward the introduction of
these new HELF (Higher Everyday
Living Fees) arrangements from

1 November 2025, to be phased

in over a 12-month period. More
information will be provided on
this change in the coming weeks
and months.

Changing times and new challenges
- fortunately, we're always up for
them. At SRV the job is never done!
With the support of our people

and the wider community we will
continue to do what's necessary

to adapt and meet these new
challenges. | hasten to add that it’s
important never to lose sight of why
we came into existence, and why
we are still here today.
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Shepparton Villages
is here to support
people who choose
to access our many
services, recognising
and respecting them
as members of our
community who have
earned the right to
enjoy a dignified
and fulfilling life in
their latter years,

to the greatest
extent possible.




Every interaction we have, every
day, contributes to that. It can be
easy at times to get a bit lostina
world of abstract thinking, grand
plans and cost spreadsheets -
and forget that it’s still often the
small tangible things that matter
most: making time for a chat or
even just a friendly hello, going
beyond what a checklist tells us to
do, and remembering that every
individual matters in their own
right and deserves our utmost
respect and care at all times.

One of the things that makes

me most proud of being CEO at
Shepparton Villages is the fact
that this is a message that rarely
needs to be repeated. Our care
teams know it all too well - but
not only them. It extends from our
kitchen and catering staff. To our
cleaners. To maintenance teams.
To gardeners and ground staff.

To our hairdressers. To visiting
therapists. To our many authorised
contractors who come and go each
week. To our wonderful Lifestyle &
Leisure teams who bring joy and

a sense of occasion to their work
amongst residents. And to so many
others who contribute every week
to making the lives of our care
residents, our independent living
residents, and our at-home clients
more fulfilling.

| V@ IERNATIONAL |
\ CONVENTION

| SYDMEY CENTRE

It may seem like a
cliché but it remains
true in 2024-25 that
every one of us is able
to make a positive
difference - and most
do. | thank all of you
who have continued
to make outstanding
contributions over
the past year, often
above and beyond
the call of duty. More
than bricks and
mortar alone, this
truly makes us what
we are today.

| offer my appreciation and pay
my respects to all of those who
have departed the organisation
in the past year, | extend my
sympathies to the families and
friends of those who have passed
on, and | also extend a warm
welcome to new arrivals of all
kinds including both staff and
residents.

| extend special thanks to
members of our Board of
Directors - all highly capable
professionals and leaders in
their own right who freely offer
their time and expertise to guide
Shepparton Villages. | note the
additional roles taken on by

our esteemed President, Kevin
Boote, Deputy President, Barbara

Evans, and our committee and
advisory body Chairs Barbara
Evans, Joshua Freeman, Stephen
Merrylees and Merushe Asim.
Shepparton Villages is fortunate
indeed to have the benefit of their
expertise, insights and wisdom.

There isno “I” in team and | am
blessed to be supported by a very
competent and capable team of
Administration Staff, Managers
and Executives. All of whom | truly
value, respect and appreciate.

| would like to thank each and
every one of them for their
continued support.

I note the well-earned retirement
of Murray Burls as Executive
Manager, Corporate Services, after
nearly 30 years in the organisation.
The ways in which Murray has
supported this organisation and
been a force for good are too
numerous to list here, but suffice
to see he will be greatly missed.

It is a measure of the man that

he has been willing to continue
informally performing many of

his duties even after his official
retirement in February 2025,

while the search for a suitable
replacement has continued.

In 2024-25 we have continued
to be not just a place, but a
community - and a dynamic
one at that. Thank you again to
all of you, at every level, who
have helped make that possible.
| am indeed blessed to lead this
amazing team into the future.

Veronica Jamison
CEO




D Our Communities

Our locations:

Tarcoola Village (Head Office)

(03) 5832 0800
9 Batman Avenue, Shepparton

Maculata Place
(03) 5892 4000

Rodney Park Village
30-50 Knight Street, Mooroopna

Mooroopna Place
(03) 5820 5500

Kialla Gardens Village
15 Waranga Drive, Kialla

Banksia Lodge
(03) 5823 9900
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Shepparton Villages is a
community-based not-for-
profit organisation providing
independent living, high-
quality residential aged

care, and support services
delivered into private

homes across the Greater
Shepparton area and beyond.

We are home to around 700 people
and employ more than 500 staff
across three sites:

« Tarcoola Village, Shepparton,
incorporating Maculata Place
residential care facility

« Kialla Gardens, Kialla,
incorporating Banksia Lodge
residential care facility

 Rodney Park, Mooroopna,
incorporating Mooroopna Place
residential care facility

Overall occupancy across all sites

continued to be very positive, with
occupancy levels standing at close
to 98 per cent in 2024-25.

During 2024-25 there were no
major site developments or
redevelopments under way, though
there were continuing modest
enhancements at all sites.

One important one was the upgrade
of the dining room and kitchen
facilities at Banksia Lodge, to allow
improved space and amenity.

Other modest works included
addition of a concrete walkway

to enable easier access to an
‘Intergenerational Park and
Playground’ alongside Maculata
Place; re-arrangement of an outdoor
courtyard garden area to improve
opportunities for involvement in
vegetable growing at Banksia Lodge;
and improved parking arrangements
and attention to some water ingress
issues at Mooroopna Place.

The maintenance and outdoor teams
at all three villages continued to
maintain the physical environment
at all locations to a high standard,
adding much pleasure to the

lives of residents, visitors and

staff alike. With a particularly dry
Autumn 2025, additional care and
attention was needed to keep many
plants flourishing.

In 2025-26, it is anticipated

that there may be renewed site
development activity at Tarcoola
Village, with Shepparton South
Rotary Club moving on to Stage 2 on
its long-term ‘Intergenerational Park
and Playground’ project designed

to create more opportunities for our
Maculata residents to interact with
visiting children and families. (Stage
1, a barbecue area, was opened

in November 2023.) Stage 2 will
entail creation of some more active
play and activity areas, including

a ‘mud kitchen’ and a dry riverbed
with rowboat.




Shepparton South
Rotary is to be
commended for its
ongoing commitment
to funding and
facilitating this
wonderful project,
supported by

Rotary volunteers
and with only
minimal additional
resourcing able to

be budgeted from
Shepparton Villages.

Subject to final board approval,
2025-26 is also likely to see the
start on work to redevelop the old
Acacia House building at Tarcoola
Village into a 72-bed aged care
home. This vacant building will be
refreshed and extended into a 72-
bed home consisting of all single
rooms, with fresh landscaping and
a new entry.

Approval has been given to go to
tender to build 12 new independent
living units on the land where
Hakea Lodge once stood. This will
all be subject to essential processes
including approval by the Board

of Directors, which will need to be
fully satisfied that the project will
satisfy a need in the Shepparton

community and be financially viable.
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Aged Care
Reform
Progress

Shepparton Villages, as with all other residential
aged care providers, has been moving towards the
adoption of new care standards mandated under

the Aged Care Act 2024. These standards are taking
effect from 1 November 2025, four months later than
originally scheduled.

Notwithstanding some additional time given by the
Australian Government to help care providers meet
the new standards, it has been an intense period

of preparation and adjustment for most providers,
including Shepparton Villages. There are a total of
seven broad (strengthened) standards needing to be
met, along with 14 different ‘quality indicators’.

These indicators encompass: activities of daily living,
allied health, consumer experience, enrolled nursing,
falls and major injury, hospitalisation, incontinence
care, lifestyle officers, medication management,
physical restraint, pressure injuries, quality of life,
unplanned weight loss, and workforce.

A key aspect of the reform approach is that it is
rights-based - ie. individuals have clearly defined
rights and care providers are to be held accountable
for upholding those rights.

Under the reformed system, aged care providers will
report to the government'’s specialised regulatory
agency every three months, for every resident.

At an operational level, for Shepparton Villages

this has brought a need to further strengthen

some internal monitoring and reporting systems,

to provide additional staff training in some areas,
and to make some changes to internal structures -
including new management appointments to provide
stronger oversight in key areas.
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One of the key requirements under the new aged

care reforms is meeting the mandated minimum
average of 215 direct care minutes per resident per

day. This includes a minimum of 44 minutes provided

by a Registered Nurse. The remaining minutes can be
delivered by Enrolled Nurses and Personal Care Workers.

In an environment of staff shortages across Australia,
especially pronounced in regional areas, this has
created major challenges for providers including
Shepparton Villages. But we have risen to the
occasion, with one of the main responses being a
recruitment drive that commenced in November
2024 under the title ‘Project 30". The simple aim of
Project 30 has been to bring on board 30 new direct-
care employees.

By end of 2024-25, Project 30 had succeeded in
enlisting 15 full-time and part-time Registered
Nurses, along with 33 part-time and Casual Personal
Care Workers (PCWs). Particularly innovative for
Shepparton Villages was the fact that six of the new
employees were engaged directly from overseas, with
some now living on-site in independent living units.

By the end of the current financial year, staff rosters
- which had experienced major shortfalls at times -
were becoming close to full.

Amongst the arrivals at Shepparton Villages in
2024-25 were three new executive appointments:
Cindy Welsh, Executive Manager, People & Culture;
Belle Suwan, Executive Manager, Quality Outcomes
& Innovation; and Wannapa Foytong, Executive
Manager, Residential Care Services.

Wannapa'’s role is newly created one. In early 2025, it
was decided to split care services into Residential Care
and Support at Home, both with their own executives.
Long-standing SRV executive Sue Cahill has moved
across to the role of Executive Manager, Support at
Home - an area set for new growth and expansion in the
coming year. (See executive profiles later in this report.)
Together these appointments represent an important
investment in further strengthening the capacity of the
organisation to meet the challenges of the times.

Latest executive changes have also come with some
fine-tuning of internal responsibilities, including a
new split of care responsibilities into residential and
non-residential, and a shift of food and beverage
services out of business services and into the
residential care portfolio.



Food, Nutrition & Dining

As part of the commitment to embracing aged care
reforms and delivering continuous improvement
(particularly in relation to the strengthened Aged
Care Quality Standard 6 - Food and Nutrition), there
were a number of food and beverage-based initiatives
during 2024-25.

One of the most significant was participation in the Maggie
Beer Trainer Mentor Program at Maculata Place, commenced
in February 2025. At the time of writing, this intensive
12-month initiative had included monthly coursework and
mentoring for participating kitchen and catering staff -
strengthening teams’ capabilities to deliver flavoursome,
nutritious meals and elevate the overall dining experience
for residents.

Feedback from the Maggie Beer Foundation has been
overwhelmingly positive, with strong praise for improved
meal fortification (ensuring essential nutrients), high-

quality presentation of texture-modified meals (for easier
consumption by some residents), and enhanced opportunities
for residents to view and select meals at the point of service.
One of the key principles of the Maggie Beer program has
been to ensure genuine choice at all times.

Consistent with the above, Shepparton Villages also re-
established Food and Dining Committee meetings and Food
Focus Groups across all facilities. These meetings, held on

a quarterly basis, actively engage nominated residents and
family representatives, offering a valuable forum for feedback
and collaboration.

Committee discussions directly informed the development
of a new menu launched in May 2025, and also reflected the
guiding principles of the Maggie Beer Foundation and the
new food standard requirements.

The menu now includes a greater variety of nutritious options—
particularly those enriched with protein and calcium—and
expanded offerings for those on texture-modified diets. Sample
tastings were shared at ‘food forums’ ahead of the launch,
encouraging feedback that helped shape the final version.

An additional staff resource made available is a Dining
Experience Guide, designed to help staff provide
personalised, high-quality dining experiences that will
respect resident preferences and promote dignity and
enjoyment with every meal.

The Maggie Beer program will continue at Maculata Place
for the remainder of the 2025 calendar year, with lessons and
innovations to be shared across all sites.

Another important aspect
of the new Aged Care Act

is that it requires aged care
providers to allow residents
to opt in or opt out of non-
clinical services such as
internet and wi-fi, in-room
television, personal safes in
rooms, weekly happy hours
and other items wanted by
some but not by all.

From 1 November 2025,
Shepparton Villages will be moving
to phase in ‘Enhanced Living
Services’, in which residents will be
offered greater choice as to what
individual ‘enhanced living’ non-
clinical service items they wish to
receive or not receive. There will
be a cost attached to each item,

to be set at a level to recover costs
rather than make a profit.

This change will be phased in over
12 months until fully in place for
all residents by October 2026.

One of the more noteworthy aspects
of the change will be a requirement
to directly charge the cost of bus
trips taken by residents. This has not
needed to happen in the past - these
costs have been absorbed into general
fees. While the new system will

not allow this to happen any more,
work is underway to further improve
trip offerings and help ensure that
participating residents will continue
to receive the best possible value-for-
money on future outings.




Aged Care
Reform
Progress

Support at Home

Shepparton Villages continues to provide
home-based care services to many households
in the Greater Shepparton area. Services
include household support such as cleaning
and other help around the home, installation
of support devices of various kinds, and
provision of restorative care (physiotherapy
and other services) to help people recover
from setbacks in their health and/or to help
address issues around functional decline.

Support at Home services
make it possible to deliver
support tailored closely
to the needs of each
individual, under the

auspices of Australian
Government Support at
Home funding packages,
and enable many people
to remain in their own
homes for longer.

In line with the emphasis of latest
government policy in this area, Shepparton
Villages decided toward the end of 2024-25
to deepen its commitment to providing
Support at Home services.

2025-26 will bring increased marketing

of Shepparton Villages Support at Home
offerings, and people living in the region
who are eligible to receive Support at Home
funding packages from the Australian
Government can expect to see a greater
presence of the Shepparton Villages ‘brand’.

Shepparton Villages enjoys close relationships
with more than 270 individuals and couples
living in independent living units within our
three villages, and it is expected that at least
some of these - along with others across the
Hume region - are likely to avail themselves
of an upgraded SRV presence in Support at
Home services.

There will be more to say about this in the
2025-26 Annual Report.
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Village

— In 2024-25, Shepparton Villages continued to provide active

I e programs for engagement and healthy living of residents across
all sites. These included regular bus outings, themed games and
event days including the introduction of ‘Armchair Travel’ days, and

celebrations of notable milestones including birthdays. Residents
met regularly at all sites to discuss issues of common interest.

The life of a retirement
community is about much

more than buildings and Such activities continued to provide healthy connections between
grounds. What goes on in residents, opportunities to remain active, chances for feedback and

them is critical too. input into planning - and sometimes just pure and simple fun!

A small sample is shown here on this page.

| HAPPY 10Q™
BIRTHDAY
JEAN

Amongst the many good
reasons to celebrate during
2024-25 were a number

of residents clocking up
100 years or more of living.
Congratulations to all!

Images above, left to right: (1) Jean Ruhe celebrated a
proud 100th birthday. (2) Bankia Lodge resident Hazel
Donald celebrated 102 years. Shown here holding a photo
of her and late sister Dorothy, another former resident. (3)
Facility Manager David Shipston speaking at one of the
regular monthly resident meetings held at Mooroopna
Place. (4) Nurse Leanne Hotchkiss (right) takes time out to
chat with a resident of Maculata Place. (5) Special themed
‘Armchair Travel’ days were introduced in 2024-25. Shown
here are Mooroopna Place residents enjoying a fun ‘day

in the Netherlands'. (6) Resident Jean Threlfall enjoyed a
101st birthday celebration at Maculata Place. (7) Staff and
residents at Mooroopna Place enjoyed an ‘Armchair Travel’
day in South Africa.




} People and

Staffing

At Shepparton Villages, our
workforce is the foundation of
everything we do. As at June 2025,
we proudly employed:

« 73 full-time staff
* 332 part-time staff
125 casual staff

This diverse and dedicated team
continued to deliver high-quality
care and support to residents and
to embody SRV'’s values every day.

To show appreciation, every staff
member received a heartfelt

letter of thanks and a gift card

at Christmas (25 December) and
on Aged Care Employees Day

(7 August). These gestures reflected
gratitude for the commitment

and compassion that the SRV
workforce bring to their roles.

Recruitment

One of the most critical
requirements of the new Aged Care
Act is that aged care providers
must have an RN on duty 24 hours
a day, seven days a week.

In November 2024, SRV launched
Project 30, a strategic resourcing
initiative aimed at recruiting 10
new Registered Nurses (RNs) along
with 20 Personal Care Workers
(PCWs) to ensure full coverage of
vacant shifts and meet government
care minute targets.

By June 2025, we had
successfully recruited:

« 15 Registered Nurses
» 33 Personal Care Workers

The new RNs at Shepparton
Villages have included a mix of
local and interstate professionals,
in-country sponsored nurses, and
internationally sponsored talent,
strengthening the SRV workforce
with diverse skills and experiences.

To support their transition, they
participated in targeted clinical and
leadership training in early 2025.

Training and Development

In April 2025, SRV introduced
strengthened standards training
from MedeHealth (online training
provider) to prepare our workforce
for the upcoming changes to the
Aged Care Act.

The Strengthened Aged Care
Quality Standards, effective from
November 1, 2025, aim to elevate
care quality across the sector. SRV’s
pro-active approach being taken

to training is seeking to ensure our
care teams can meet these new
expectations with confidence.

Additional
contractor support

Additional IT support was made
available to staff across all

sites from May 2025 following

an arrangement made with IT
contractor Intech3 to provide a
full-time on-site presence of an ICT
Desktop and Administration Support
officer. The new role has provided
valuable troubleshooting support for
the Tarcoola administration building
and improved outreach into care
facilities needing on-site attention as
SRV’s IT needs continue to expand.

Images above, left to right: (1) Maryner Ramos (far right), a recent Registered Nurse arrival from overseas, has been featured in
an SBS Television documentary shot partly at Maculata Place. (2) Receptionists Liz Quigley, Christine Davies and Demi Costa
together at a retirement celebration for Christine Davies after nearly 25 years of service in several roles. (3) Lifestyle & Leisure team

‘membersgathered across sites for a lively planning workshop in June 2025.Shown with some of the People & Culture team.
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Celebrating Excellence:
Inaugural Quality Awards 2024

In 2024, SRV proudly launched
inaugural Quality Awards—an initiative
designed to celebrate exceptional
contributions of employees. This
program is a heartfelt acknowledgment
of the spirit of excellence that defines
Shepparton Villages.

What makes these awards particularly
special is that all recipients were

to be nominated and voted on by
their peers, making each award a
genuine reflection of the respect and
admiration held by colleagues.

The celebration of employee
excellence not only highlights
individual achievements but also
strengthens our culture of recognition,
pride, and teamwork.

Award Categories and Winners

Workforce

Category Maculata Banksia Mooroopna
Place Lodge Place
Excellence in Mayu Razel Joshua
Resident-Centred Farrow Sweedman  Ponteras
Care
Outstanding Khurl Michelle Mary
Caregiver of the Year Yebes Gill Brock
Continuous Sahara Shelly Christine
Improvement in Moananu Hall Crawford
Aged Care Services
Infection Control Tim Jacqueline  Kerrie
Champion Busa Brophy Fitzpatrick
Exceptional Tamara Sandra Kristy
Teamwork and Roberts Megee Mckennz

Collaboration




Quality and Safety

As noted earlier New auditing system Compliance monitoring

in this repo rt, In April 2025, Shepparton Villages Compliance continues to be
. implemented the MOA (Moving On  monitored through a combination
expectatlo ns have Audit) system, replacing the previous of third-party audits and internal
continued to grow for internal auditing platform. MOA audits to maintain organisational
. enables monthly audits, tracking of  readiness and drive continuous
performance in both National Quality Indicators (NQI), quality improvement. Notably,

qua[ity and safety management of feedback and as at 30 June 2025, Maculata
. complaints, and plans for continuous Place was fully compliant with
of ca re, consistent improvement. Importantly, it the incoming Aged Care Quality
with the gu idi ng benchmarks SRV’s performance Standards. Work was continuing to
. . against more than 1,200 aged care ensure all three sites can be fully
princip les of the providers using the same system compliant by 1 November 2025.

new Aged Care Act nationwide, making it easier to
conduct external comparisons and

ta klng full effect from drive targeted improvements.

1 November 2025. Transitioning to the MOA system
required adjustments, training, and
process refinement across teams
to maximise its functionality and

Shepparton Villages has been
moving vigorously to meet these
expectations, and even to be
ahead of them where possible.
Some of the highlights of this
activity are set out below.

Images: An ongoing area of attention is quality of life -

ensure accuracy in reporting. provided in part by the beautiful grounds, gardens and
landscaping seen across all facilities.

Review, updating and
preparation

Significant preparatory work

has been undertaken ahead of

the commencement of the new
Aged Care Act and Strengthened
Standards taking effect from 1
November 2025. This has included
a comprehensive review and
update of policies, as well as the
development and delivery of staff
education and training programs
to enhance understanding of the
strengthened standards and ensure
a fully resident-focused approach
across all services.
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Processes and systems

Work has continued on a number of fronts to
streamline and simplify processes wherever
possible, improve the delivery of services, and
ensure feedback is properly captured to ensure
improvements get made where needed.

One example in 2024-25

was the introduction of the
BestMed system for electronic
administration of medications,
which has enabled stronger links
between Shepparton Villages
and its major pharmaceutical
supplier, along with more
immediate, accurate recording of
any prescription changes made
by doctors.

Another example of worthwhile process improvement
in 2024-25 was the establishment of a new Quality
Consumer Advisory Body (QCAB) that allows resident
representatives to give more direct feedback and
input into quality improvement processes. The QCAB
is in addition to a more general Consumer Advisory
Body that also exists.

The QCAB has seven members, including a resident
representative, an independent member, a facility
manager and member/s of the Quality. Outcomes &
Innovation team. It met twice during 2024-25.

moa.
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Financial Overview

For the year ending June 30, 2025, Shepparton Villages reported an
operating surplus of $642,811. This represents a reduction of $2,243,397
when compared to the previous year’s surplus of $2,886,208.

The $2.24 million reduction in
operating profit from FY2024 to FY2025
was primarily driven by a significant
increase in employee benefits, wages
and on-costs which rose by $4.04
million in FY2025. This increase is
largely attributable to efforts to meet
mandated care-minute targets.

In July 2023, the Australian National
Aged Care Classification (AN-

ACC) funding rates increased by
approximately 15% (equating to $25
to $30 per day) to support providers

in meeting higher wage costs and
mandated care minute requirements.
While this additional funding
contributed to stronger profitability in
FY2024, Shepparton Villages’ continued
efforts to meet care minute targets

in FY2025 led to higher staffing costs,
impacting the overall operating result.

The 2025 reported operating surplus
of $642,811 is underpinned by several
factors as follows:

« strong occupancy in residential
care of 98% which is greater than
the national average of 94% (March
25 quarter as per Stewart Brown
benchmarking data).

« Increase in AN-ACC funding rates has
resulted in additional funding being
received compared to last year by
$3.2 million.

« Increase in employee benefits $4.04
million due to an increase in wage
rates and care roster lines to achieve
mandated care minutes.

« Earnings from Investments increased
by $670,000 when compared to
previous year, underpinning strong
returns and an increase in the
investment pool of $13.64 million
across the financial year.
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« Increase in consultancy costs up on the
previous year by $1.46 million, albeit
$183,000 was relevant to utilisation of
an external professional consultant
to manage the quality program in the
absence of a senior executive. This
consultancy cost was offset by savings
on wages and on costs of $150,000. The
overall increase in consultancy costs is
due to external professional services
required for clinical advice, preparation
for new food standards, quality
systems management relevant to
new aged care standards, recruitment
services for overseas nurses, asset
management planning and legal
representation pertinent to the Aged
Care cluster inquiry conducted via the
Coroner’s Court.

The operating result also includes
$4.77 million in depreciation.

A review of the operating cashflows
shows a net cash position of $4.91 million.

Capital expenditure for the 2024/25
financial year, as detailed in the cash
flow statement, amounted to $2.46
million. Key capital expenditure items
during the year were:

« Demolition of Hakea Lodge and
Men'’s Shed on the Tarcoola Site
$416,000

» Major Extension to Maintenance
Shed Tarcoola $166,000

« Equipment purchases for residential
aged care totaling $890,000.

« Refurbishments of 22 Independent
Living Units across three sites,
amounting to $768,000.

The capital works were financed
through cash generated from
operations, as indicated in the
cash flow statement.




The Statement of Financial Position
reports investments and cash
equivalents of $59.71 million, reflecting
an increase of $13.64 million from the
previous year. This rise was primarily
due to a $10.98 million increase in net
inflows from refundable deposits and
independent living unit ingoing loans,
along with $4.91 million in net cash
generated from operations.

The independent
living units performed
strongly throughout
the financial

year maintaining
occupancy in

the order of 91%.
Strong demand and
waiting lists indicate
a strong future for
the independent
living units.

The community program was

impacted by a reduction in package
numbers across the year due to no
new packages being released by
Government. However, with this
decision being recently reversed by
Government and packages slowly
being released coupled with the
appointment of Sue Cahill as Executive
Manager to drive the program in
readiness for the new Support at Home
program commencing 1 November
2025, SRV is expecting to see growth in
this area in the years ahead.

Looking ahead, the major challenges
for Shepparton Villages and the aged
care sector are:

* Preparedness for the new Aged
Care Act commencing 1 November
2025 and additional compliance
requirements.

« Achieving and maintaining full
compliance with mandated care-
minute requirements.

- Readiness for the new business
rules for Support at Home program
commencing 1 November 25 and to
grow package numbers.

- Striving for profitability as the margins
reduce due to higher costs, in particular
cost of wages relevant to care minute
targets and a revenue base that does
not align with cost increases.

Murray Burls
Executive Manager, Corporate Services



Finance and Governance

Revenue
2024-2025

Expenses
2024-2025
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Revenue

2025

M Fees from residents

$11,516,636  23.42%

B Govt subsidies

$32,651,895  66.40%

M Other income

$407,547 0.83%

M Fundraising

$10,239 0.02%

M Retention on ingoings

$1,278,132 2.60%

M covID-19 Support funding

$228,304 0.46%

Community Program Fees

$384,666 0.78%

Interest on investments

$2,694,512 5.48%

Total

$49,171,931 100.00%

Expenses

2025

M Wages & oncosts

$31,312,879  64.52%

M Depreciation

$4,770,128 9.83%

B Other expenses

$12,446,113  25.65%

Total

$48,529,120 100.00%
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Directors

and
Executives

Full biographies can be found at:
sheppvillages.com.au

(L to R) Billie Atanasova, Karen Ansen, Joshua
Freeman, Kevin Boote, Jeanette Powell, Barbara Evans

Board of Directors

d
Kevin Boote Karen Ansen Joshua Freeman
President LLB, GDLP BPharm, PGCertPharm

(Otago), MBA (UniSA),
SpecCertClinLead (Melb),
GAICD, FIML, MPS

Kevin is a highly experienced
director with diverse
achievements gained in senior
management and governance
positions across a range

of organisations.

Karen Ansen is a highly
experienced legal and Human
Resources professional with
more than 15 years in the
Aged Care and Community
Care sectors.

Joshua Freeman is the Executive
Director of Community Care
and Mental Health and

Chief Allied Health Officer at
Goulburn Valley Health.

Michael Hall
BA (Econ/Accounting,
Strathclyde, UK)

Billie Atanasova
BHSc (Hons), MPH

Barbara Evans
FCA, GAICD
Vice President
Billie is a seasoned and
empathetic executive leader
with over two decades of
experience spanning aged
care, health, academia,
member services and financial
services.

Barbara Evans is an
experienced director of not-for-
profit organisations and worked
as a chartered accountant for
more than 40 years in both the
public and private sectors as
well as more than 17 years as a
financial planner.

Michael Hall has enjoyed a
long and distinguished career
in accountancy and financial
planning in the Goulburn
Valley, as well as maintaining
a range of other volunteer
community-based roles.
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Charles Oguntade
Msc Nsg

Charles Oguntade is a mental
health clinician and manager
with extensive experience in
identification and management
of mental health issues
including risk assessment and
management of emergency and
crisis situations.

Jeanette Powell, AM

Jeanette Powell has enjoyed

a distinguished career in
public life, including periods
as a Government Minister,
Shire President and Local
Government Commissioner.
She was the first woman to
represent the National Party in
Victoria when she was elected
to the Legislative Council
(Victoria’s upper house) in 1996.



https://www.sheppvillages.com.au/

(L to R) Cindy Welsh, Belle Suwan,
Wannapa Foytong, Murray Burls,
Sue Cabhill, Veronica Jamison.

Veronica Jamison

B.A (Psych), GDipBus, MBL,
MHRM, FACHSM CHE, MAICD,
MAHRI

Chief Executive Officer

Veronica is a recognised leader
in aged care and community
health management, having held
leadership roles at organisations
including Benetas (Anglican
Aged Care Services), Bass Coast
Health, Dianella Community
Health and Boort District Health.

Sue Cahill

BNurs. Grad Dip (Nursing)
Executive Manager,
Support at Home

Sue is a highly experienced
senior manager in health
services, with close to 40 years
of service including 23 years
with Shepparton Villages,
where she has served in a
range of important roles with
responsibility for care, quality
and compliance with standards.

Wannapa Foytong

BSN, MHSM, DipTransinter,
AdvCert Research
Executive Manager,
Residential Care Services

Wannapa is an experienced
aged care leader with more
than 20 years’ experience

across a range of not-for-profit
community organisations, and

with a particular passion for

meeting the needs of people in
regional and rural communities.

Belle Suwan

BNurs

Executive Manager, Quality,
Outcomes & Innovation

Belle Suwan has worked for
more than 17 years in nursing
and aged care leader, having

worked for Bolton Clarke in
Queensland in a range of nursing

and management positions;
and for Catholic Healthcare
as a Residential Manager and
Regional Quality Manager for
NSW and Queensland homes.

Hayley Webb
BCom, CPA
Executive Manager,
Business Services

Hayley is a Certified Practising
Accountant with deep
experience in managing
business and financial
operations relating to aged
care service delivery.

Cindy Welsh

FIML, DipMgt, DipHR
Executive Manager,
People & Culture

Cindy Welsh has 25 years of
senior executive experience
across the health and not-for-
profit sectors, with a proven track
record in leading organisational
transformation and development,
having occupied General
Manager, People and Culture
positions in correctional and
community health organisations.

Murray Burls
Executive Manager,
Corporate Services

Murray Burls officially retired in
February 2025 after 30 years of
dedicated service to Shepparton
Villages. His departure was
marked by a good-humoured
farewell event at the Tarcoola
administration building - after
which time he (generously)
continued working informally
for SRV for a time while the
search continued for a suitable
replacement.




Life
Memberships

Dr Harry Lee was made a
Life Member of Shepparton
Retirement Villages in 2024.

As a general practitioner, Harry has supported
countless older people since he arrived in the
local community.

Harry was a member of the Quality and Clinical
Governance Committee (previously known as the
Performance and Review Committee, and the Care
and Quality Committee) in an advisory role from
2008 to 2023.

Harry was also a member of the Medication Advisory
Committee in an advisory role from 2012 to 2023.

Harry has long been known for bringing a positive

and insightful viewpoint to the Board’s subcommittee
meetings and has made very valuable contributions to
the ongoing development of Shepparton Villages.

This has been in no small part due to his strong
values and knowledge of the medical profession,
his compassion and his commitment to patient care.

Harry has been an
exemplary contributor of
his professional expertise,
bringing insight to many
challenging questions,

and always seen to be
striving for the highest
quality outcomes for our
residents, their families
and SRV staff.
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Dr Harry Lee

Harry truly understands the
values and the mission of
Shepparton Villages “to enrich
the lives of people in our care”.

He has consistently used his skills to ensure those

in SRV’s care receive the best standards of care and
service the organisation can provide. Harry might be
said to be “soft on people but hard on problems” -
particularly those relating to clinical care.

This approach has assisted both the Directors and
the staff of SRV greatly in their work.

Harry is also a long-standing member of the
Shepparton Central Rotary Club, well known for its
commitment supporting the health and wellbeing
needs of the community through its various activities.




Years of
Service

Milestones

Congratulations and thank you to the following
employees for achieving milestone years of
service in 2024/25. Your contributions and

commitment to SRV are valued and appreciated.

10 years

1
1

1
2.

3

4.
5.

¥ N WNH

Megan Crowther

Tara Daws

Mary Duncan

Fiona Harvey

Lee-Anne Kirschner
Yogeswari Kulanthaivello
Louise Law

Helen Lea

. Lilibeth Tancredi
0.Jennifer Wilkins

5 years

Rodney Allen
Rosemaree Baldi

. Julie Broadbent
Kerry Clarke

Jessica Vanderschoot

Retiring

Michael Hall

is retiring from
the Board as of
October 2025.

20 years

1. Norma Rosenow
2. Teala Williams
3. Lynette Wilson

25 years

1. Cynthia Burley
2. Anna Luca

3. Shirley Nicker
4. Ruth Retallack

30 years
Murray Burls

at his send-off with

Luisa de Palma and
Christine Davies.

Image below: Murray Burls

long-standing colleagues

Steven Strange
retired from the
board in 2024-25,
attending his
final meeting in
October 2024.

Murray Burls retired as Executive
Manager, Corporate Services, in
February 2025 (though has continued
providing support to the organisation
informally during an ongoing executive
search process for a successor).

Ay
on-= Vale Barry

~ Campbell

Barry Campbell, who passed away in
September 2024, was a driving force behind
the establishment of Rodney Park Retirement
Village in Mooroopna.

He was the son-in-law of Reverend Pearce
Barber, a retired clergyman and former
manager of Shepparton Retirement Villages.

Barry was close to some of the original
founding group that gave impetus to
Shepparton Villages and its development,
members of the Shepparton Rotary Club.

For his part, Barry, a long-standing local
pharmacist and proud member of Mooroopna
Rotary, wanted to see Mooroopna enjoying
the same kind of aged care facilities that
Shepparton and Kialla were seeing. He
became a tireless campaigner and fundraiser.

He had also served on Mooroopna Water Board,
and through his involvement in Mooroopna
Rotary came to assist in establishing medical
facilities in overseas countries.

Barry served as President of Shepparton
Retirement Villages'in 1988-89 and 1989-90,
and again in 2003-2004 and 2004-2005. He
was made a life member in 2014.

In later years his listed his interests as his family
- including his many grandchildren - computer
technology, and last but not least his church.

He had many interests that benefitted the
community, and Shepparton Villages - in
particular Rodney Park and Mooroopna
Place - owes so much to his energy, drive and
persistence for their very existence, merging
and superceding earlier facilities.

When asked, Barry had this to say about

his voluntary contributions over the years:
“The concept of volunteering was the norm,
wasn't it? When we were growing up. And

if you lived in a little community.... it wasn’t
called volunteering, it was just helping your
neighbour. But it was part and parcel of the
ethos of the country.”

Barry Campbell and others of his kind may
not come our way again. We remember you
and honour you.
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