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Chairman’s Report 

 
It is my great pleasure to present my second Annual Report.  The 
year started with a major challenge when John Isaacs, our CEO since 
2006, decided to resign his position in order to retire.  John was a 
superb CEO and obviously a very difficult act to follow.  However, 
after a major selection process Janna Voloshin clearly was the best 
candidate for the job.  Janna has a great clinical and operational 
background within the industry, had been with the organisation for 
more than five years and knows the workings of Vasey RSL Care 

intimately.  She has fitted into her new role admirably in a passionate and dedicated 
manner.   
 
It is my pleasure to now welcome John Isaacs as a new Member of our organisation. 
 
We have also recruited two new board members. Elizabeth Edwards brings expertise from 
her legal background and knowledge of our industry, and has worked closely with the ex 
service community.  Elizabeth is a partner in Williams Winter Solicitors, one of Victoria’s 
longest established law firms. 
 
Dr Elise Sullivan is a director of the Australian Academy of Clinical Leadership, specialising 
in cultural improvement and leadership development and has an extensive clinical 
background.   
 
I am pleased to report that the Board in its entirety has continued with its high level of 
diligence and dedication ensuring our patriotic fund status continues to support the ex 
service community. We have placed a high emphasis on quality of service and provision of 
top class facilities, operational health and safety and risk management and a continuation 
of our review of our organisational strategy.   
 
Vasey RSL Care has been the recipient of two Better Practice Awards in 2014 – a major 
recognition of the work being done within the organisation.   
 
In mentioning the Board, the Chairs of each of the Finance, Audit, Quality and Risk and 
Building Committees have continued to carry out their responsibilities with clarity and a 
high level of efficiency.  It is a pleasure to be able to say the entire Board of Directors has 
worked together in harmony and cooperation.  I thank them individually and collectively.  
 
There have been major government changes to our industry and we have met these 
changes head on. We are financially sound and have positioned ourselves to maintain this 
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into the future.  We have continued to introduce best practice in relation to dementia care 
and our residential lifestyle programmes.  
 
None of this would have been possible without the sincere dedication of our staff from top 
to bottom.  We have an enviable record in retention and training of staff, an area of 
expertise which challenges many of our competitors. 
 
The year has been characterised by continuing good relationships between and with our 
two major stakeholders and I thank both Wendy Charlton, State President of the War 
Widows Guild (Vic) Inc and Maj Gen David McLachlan AO (Retd), State President of the 
Victorian Branch RSL,  for their unfailing support and advice. 
 
 
 
 
 
 
The Hon Michael J R MacKellar AM 
Chairman 
 
 

 

 

 

 

 
 

Acknowledgements 
 
The Board and Management of Vasey RSL Care Ltd would like to acknowledge the continued support 
received from the Department of Health & Ageing and the Department of Veterans’ Affairs. We 
would also like to thank the many individuals who have given both donations and their time as 
volunteers. 
 
Vasey RSL Care would also like to acknowledge the generous support of the Greensborough RSL for 
their significant donation of a bus for our facility at Vasey House.  
 



5 

 

 

Chief Executive Officer’s Report 
 

At the end of the 2013/14 financial year I had completed my first three 
months as CEO of Vasey RSL Care, a position that I was honoured to 
accept after five years working with the organisation as General Manager 
Residential Services. 
 
Every annual report is an opportunity to reflect on our past, review the 

present, and plan our future. It is an opportunity to evaluate our commitment to the vision, 
mission and values of our organisation and to review our performance and achievements 
against our strategic objectives. 
 
As we approached Vasey RSL Care’s 10 year anniversary, our mission “To provide high 
quality, sustainable accommodation and services options that facilitate mutual support, 
and meet the needs for security and dignity of the ex-service community” remained very 
strong. In 2013-2014 we provided services and accommodation to 670 residents at our 
residential facilities, 407 residents at our independent living units and home care services 
to 239 clients living in their homes, with approximately 90% of all residents and clients 
from the ex-service community. 
 
Over the past two years Vasey RSL Care has been on a journey of exploration through 
undertaking the “Together Tomorrow” project. As result of the findings and feedback from 
our stakeholders, last year we strengthened our brand and developed competitive 
marketing and communication strategies, launched our new website and facebook page. 
Our new look reflects an understanding of who we are and what we do. We are strong and 
confident, dynamic and forward looking, proud of our past, and capable of seeing beyond 
the horizon. 
 
Over 2013 – 2014 our residential homes had seven unannounced assessment contact 
visits.  Feedback from the assessors was always very positive, notably in relation to our 
strong quality systems and overwhelmingly good feedback from both residents and staff.  
One of our major milestones was being awarded two Better Practice Awards. Out of 37 
awarded nationally, our two innovative programs were both winners. One of the programs 
created by our team at ANZAC Hostel ”What’s important to you – HELP Conversation” has 
been well recognised as a very innovative, person centred lifestyle program. Our other 
residential facilities are currently rolling out this program across all sites to ensure that all 
residents will benefit from the program. The second well deserved award was for Vasey RSL 
Care’s “Staff Development and Retention” programme, driven by our HR team, and the 
result of a great deal of hard work by all managers and staff. This is an organisational 
award and recognises our commitment to retain our staff, providing them with 
opportunities for development and growth and the dedication of the leadership team in 
supporting all of our staff. 
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As part of the “Living Longer Living Better” reform our home care program has been very 
committed in planning for the forthcoming legislative changes. In the next 12 months we 
will develop a model of care that will empower our clients to make choices and will meet 
requirements for consumer directed care. In developing a new approach we want to ensure 
that we keep all the great things that we currently do and implement new innovative 
solutions that will benefit our clients into the future to ensure sustainability of the 
program. 
 
To ensure our independent living units are sustainable and continue to be attractive to the 
ex service community, we are currently converting a number of our studio units into one or 
two bedroom units.  The larger units are popular amongst both current and future 
residents and we are committed to maintaining and carrying out further upgrades to our 
accommodations to provide a comfortable and enjoyable lifestyle. This is a significant 
financial commitment for our organisation that is necessary to support the accommodation 
needs of the ex service community. 
 
Because engaged and satisfied staff are the key to our success, we do our best to ensure 
that all of our employees feel fulfilled and excited by their work. Last year we carried out a 
number of initiatives to enhance and improve the wellbeing of our staff.  Vasey RSL 
Staff commenced a 100 day “Get the World Moving” fitness campaign. Competing in teams 
of seven, 126 staff from across the organisation embarked on the Global Corporate 
Challenge (GCC), a 12 month challenge designed to boost employee’s health and foster 
teamwork.  
 
I am proud of our talented and well qualified staff. They are committed to our residents 
and clients and they strive to continually improve their knowledge and skills to keep up 
with industry best practice and innovation. As their new CEO, I am very committed to 
supporting our staff in developing their professional and leadership skills. Our 
commitment is clearly demonstrated by our investment in our staff training and 
development program. In 2013-2014, an average of $1,600 per staff member was spent 
on staff training and development across the organisation. 
I am very proud and passionate about Vasey RSL Care, and of what we do, and I am looking 
forward to plunging head first into my new role. All of the wonderful support I have 
received from the Board, the executive team and many of staff has been inspiring. I am 
confident our best years lay ahead of us and that together we will continue to provide an 
excellent range of services to our community, and to help make our employees incredibly 
proud of what they do.  
 
 
 
Janna Voloshin 
Chief Executive Officer 
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Corporate Governance 
 

Board Responsibilities and Mission 
The Board of Directors of Vasey RSL Care Ltd (VRSLC) is responsible for corporate 
governance. The Board’s guiding principles are to ensure that VRSLC follows the 
organisation’s Mission to ‘provide high quality, sustainable accommodation and service 
options that facilitate mutual support, and meet the needs for security and dignity of the 
ex-service community’. 
 

Board 

                  
    

Committees 
Chief        

Executive     
Officer 

    
                  
            
          Executive 

Management 
Finance   

Committee 
Audit    

Committee 
Building    

Committee 

Quality & 
Risk   

Committee  
 

 
Structure of the Board 
The Directors’ names and qualifications are stated in the Directors’ Report. All Directors 
are non-executive (not a member of management) and are considered independent. The 
date of appointment of each Director in office at the date of this Report is shown in the 
Directors’ Report. The Board appoints members to the Audit, Finance, Building and Quality 
& Risk Committees where, except for the Audit Committee, they are joined by senior staff 
to administer and report back to the Board on the individual committees’ Terms of 
Reference. Special Task Groups may also be established with members of the Board and 
senior staff to examine specific issues. 
 

Finance Committee 
The Finance Committee is to oversee all aspects of policy, direction and operations on 
behalf of the Board. 
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The Committee consists of Board Members Pamela Blamey; John Cullen (Chair), David 
Paroissien, Robert Webster; Michael MacKellar; VRSLC’s CEO and General Manager - 
Finance & Administration.  

 
 

Major Activities: 
•  Monitor developments in the health, aged, housing and other sectors of current and 

future importance to VRSLC. 
• Review operations of Board and Management to ensure regulatory compliance. 
• Ensure VRSLC is placed in a sustainable position and through strategic planning, 

ensure the organisation can respond to all foreseeable challenges and 
opportunities. 

• Give policy guidance and overview human resource matters, including workplace 
agreements and remuneration structures, training programs and health and safety. 

 

Audit Committee 
The Audit Committee plans, coordinates and monitors VRSLC’s accounting and audit 
policies and strategies from both internal and external audit perspectives. It provides the 
Board with assurances regarding the reliability of financial information for inclusion in the 
Financial Reports. Current members of the Audit Committee include; The Hon Michael 
MacKellar, David Paroissien and Robert Webster (Chair).  For information on Audit 
Committee Meetings and attendances, refer to the Directors’ Report. 
 
The engagement partner of the Company’s external auditor, Morton Watson & Young Audit 
Pty Ltd, has been requested to attend the company’s Annual General Meeting and is 
available to answer questions from members about the external audit. 
 
Building Committee 
The Building Committee has the role of over-seeing the physical infrastructure, which 
meets contemporary standards. The Committee consists of Board Chairman The Hon 
Michael MacKellar; Board Members Maree Bowman, Elizabeth Edwards, Alec Fuller, Berry 
King (Chair), Michael MacKellar, Robert Webster, VRSLC’s CEO and General Manager 
Property Services. 
 
Major Activities: 

• Review and recommend design, models of care and life cycle costing of buildings. 
• Provision of submissions to Government in regard to development of building 

standards and certification. 
• The recommendation of tenders for construction according to accepted tendering 

practises. 
• Monitor the building maintenance program. 
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Quality & Risk Committee 
The Quality & Risk Committee has the role of continually monitoring and improving quality 
and safety within the organisation. The Committee consists of Board Chairman The Hon 
Michael MacKellar, Pamela Blamey, Maree Bowman (Chair), Elise Sullivan, VRSLC’s CEO, 
Quality Manager and General Managers.  
 

Major Activities: 
• The assessment and evaluation of the quality of services provided by the 

organisation. 
• Audit the organisation’s compliance in regard to the Aged Care Standards, Infection 

Control and other government directed activities. 
• Build a culture of trust and honesty. 
• Foster organisational commitment to continuous improvement. 
• Establish rigorous monitoring, reporting and response systems. 
• Evaluate and respond to key aspects of organisation performance. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
VASEY RSL CARE’S VALUES 

 
Our values are an integral part of our organisational culture. We promote: 
 

A high level of respect for our clients and staff 
A warm hospitality towards clients and their families 
A strong commitment to social justice in delivering services 
Continuing innovation to meet the emerging and evolving needs of our clients 
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Finance and Administration 
 
In 2013/14 Vasey RSL Care Ltd recorded a consolidated surplus of $3,055,149 after 
inclusion from the sale of property assets and unrealised capital gains from investments.  
 
Further analysis with a focus on continuing operations revealed an underlying deficit of 
($1,624,387), however, offset against investments of $2,688,676, which arguably were a 
significant contributor to continuing operations, a realistic $1,064,289 surplus is the 
result. On a comparative scale to 2012/13, inclusive of unrealised capital gains from 
investments, the surplus twelve months earlier was $1,034,018, an improvement of 
$30,271.  
 
In other key areas of operations further rationalisation of assets continued with the sale of 
Brighton, Kangaroo Flat and Red Cliffs independent living units in addition to the disposal 
of Wattle Lodge residential facility located in Brighton, and investment properties 211 and 
213 Bay Street, Brighton. The sale of these properties realised a surplus from sale of 
$1,990,860. 
 
During the year a significant event occurred in November 2013 with the purchase of 
twenty-three one bedroom apartments located at Warleigh Grove, Brighton valued at 
$11.647 million. The purpose for acquiring these apartments was to transfer residents 
formerly residing nearby at the Brighton independent living units.  
 
Vasey RSL Care Ltd’s investment portfolio increased by $8.4 million in 2013/14 from a 
financial year commencement of $67.5 million to a year end $75.9 million. The portfolio 
predominately invests in financial institutions (banks) in fixed interest with short and 
medium term options. Included within the portfolio is $20.2 million as at 30 June 2014 
that is managed externally by UBS Wealth Management.  These managed funds are 
invested in local and overseas equities, bonds and cash, which realised an overall 
investment return for the year of 12.3%. 
  
Vasey RSL Care Ltd’s Aged Care residential facilities realised a combined surplus of 
$1,624,967, a 39% increase from the previous year. The projected outlook in 2014/15 is 
marginally less than the year completed after taking into consideration short-term 
potential impacts on revenue from the Living Longer, Living Better legislation from 1 July 
2014.  
 
The independent living units which offer discounted rental accommodation for those 
aligned with the veteran and service community recorded a deficit of ($584,990). This area 
of the business continues to struggle financially due to the number of vacant units and a 
reduction in resident base and demand. To minimise the annual deficit within the 
independent living units, the organisation, as part of its asset rationalisation review, will 
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continue to monitor individual properties as they become less viable due to the inability to 
offer suitable accommodation and limited resident interest and demand.  
 
Our Home Care division which provides services to users in their permanent place of 
residence posted a surplus of $244,978 whilst the ANZAC Day Therapy Centre recorded a 
deficit of ($83,865).  
 
Net assets for the organisation were $128.9 million, $2.4 million more than the previous 
year.  
 
The organisation is extremely grateful for the support of the Vasey RSL Care Ltd 
community, with bequests and donations of $46,845 received during the year.  
 
Challenges Ahead 
 
With the advent of increasing compliance initiated by government authorities the impact on 
staffing, particularly from the intermediate level up, is clearly evident in both clinical and 
administrative fields. It is an issue the sector currently faces and therefore with the rising 
cost of compliance estimated to be in the vicinity of between 3% - 5% per annum it is 
imperative the organisation maximises its return from investments and other key revenue 
streams that are on offer with the recent residential legislative changes from 1 July 2014. 
To meet the above Vasey RSL Care Ltd must be mindful of achieving a balance of being a 
financially sound performance model both now and into the future that is in unison with   
the values and mission of the organisation.  
 

INFORMATION TECHOLOGY 
 
The Vasey RSL Care Ltd Information Technology (IT) network is supported by a 
commitment to IT investment infrastructure to ensure it meets the requirements of 
stakeholders at the aged care facilities, head office and remote sites. In total over 170 
computer-based work stations are active within the organisation’s technology framework. 
In addition there is the rollout of medical reliance software and hand device applications 
deemed essential to assist staff in providing quality based care and support to our 
residents.     
 
Vasey RSL Care contracts professional IT support in consultation with Management to 
develop cost effective solutions to assist the organisation into the next phase. The 
solutions include but are not limited to back up redundancy and recovery systems to 
complement Vasey RSL Care’s risk management and assurance standards.   
 
 

Warren Haysom, General Manager – Finance & Administration 
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Residential Services 
 
It is with great pleasure that I write my first report as General Manager of Residential 
Services. I was appointed to the role in March 2014 following the appointment of Janna 
Voloshin as Chief Executive Officer.  Residential Services is in a strong position due to 
Janna’s leadership over the last six years and I look forward to building on the solid 
foundations that she has put in place over the coming years. 
 
This year has seen much activity in Residential Services as we have sought to continue to 
make a difference in our residents lives every day. Some highlights from this year include: 
 
 ANZAC Hostel was awarded an Aged Care Quality Agency Better Practice Award for 

their Lifestyle Assessment process. This is the fourth award in two years for ANZAC 
Hostel and we are delighted that they are being recognised for their achievements. 

 
 Our annual Senior MasterChef event in June was expertly hosted by RSL Park, 

Frankston South. Their dedication to making the experience an enjoyable one was 
appreciated by all who attended. Residents and staff from all five sites enjoyed a 
delicious lunch followed by festivities and judging. The focus for the competition 
was ‘a cake fit for a queen’ in honour of Queen Elizabeth’s birthday. After much 
sampling by our judges Vasey House Bundoora were announced as the worthy 
winners. 

 
 Remodelling of our facilities to incorporate more dementia-friendly design 

principles. A major improvement project was completed at our largest memory 
support unit at Vasey Brighton East involving redesign of two courtyards. 

 
 Participation in National Volunteers Week where we acknowledged the valuable 

contribution made to the lives of our residents by our 69 volunteers. 
 
 Undertook research into the potential benefits of bright light therapy for improving 

mood in collaboration with The National Ageing Research Institute (NARI). From the 
trial, we found that bright light therapy was feasible, acceptable and generally well 
tolerated.  However, owing to the small number of residents that were able to 
participate in this research project, there were not enough data generated to draw 
definitive conclusions.   

 
 Sir William Hall Hostel, Ivanhoe are currently participating in an exciting two year 

research project by Austin Health and Melbourne University investigating the effects 
of the introduction of dairy products to reduce fractures and preserve bone strength 
in the elderly. 
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 Implemented an electronic rostering system for staff that allows for greater 

monitoring of staff movements and increases the ease with which our own staff can 
fill vacancies. This has resulted in a substantial reduction in our reliance on agency 
staff resulting in greater continuity of care and reduced costs. 

 
 Focus on palliative care and advanced care planning to ensure best practice, person 

centred care is provided at the end of life. 
 
 Generous donation of a bus by Greensborough RSL to significantly enhance the 

quality of life for residents at Vasey House Bundoora. 
 
 Presented three papers at the Aged Care Quality Agency Better Practice seminars on 

implementing pain clinics in residential care and ANZAC Hostel’s innovative lifestyle 
program. 

 
In conclusion, I would like to thank our five Residential Managers and their staff for the 
continued dedicated commitment they provide to our residents every day, our Central 
Office staff for their continued support, our wonderful volunteers and contractors for your 
vital assistance and to my fellow executive team, our CEO and Board of Directors for your 
support, vision and leadership that helps to make this organisation such a wonderful place 
to work. 
 
 
 
Lee-Anne Suryn 
General Manager Residential Services 
 

 

Community Services 
 

The last 12 months have been very exciting for the residents of our Independent Living 
Unit sites with major upgrades from studios to one and two bedroom units at several sites. 
Previously closed studios at Fairbairn Court RSL Park Frankston, were reopened as 6 one 
bedroom and 3 two bedroom units. These units support our Veterans and War widows’ 
independence through their purpose built design and ease of maintenance and have been 
fully occupied since opening.  
 
During February we supported 20 residents from the Cochrane Street Brighton units to 
transfer to the newly opened Warleigh apartments in Brighton. Community Services staff 
worked closely with each resident for months before and after the move to reduce the 
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stress of relocating. Many of the residents had lived for many years at Cochrane Street and 
although initially concerned, appreciated the intense support and have settled and are 
enjoying their beautiful spacious apartments. BBQ’s and drinks on the terraces enjoying 
the magnificent ocean or city views are very popular.  
 
Our Elsternwick residents are eagerly anticipating their transfer to Cheltenham when the 
new units are built. Although the build is yet to commence the Cheltenham and Elsternwick 
residents have been very impressed with the proposed design. 
 
We made our last visits to our country sites of Kangaroo Ground and Red Cliffs this year 
and farewelled the dedicated RSL volunteers who worked tirelessly to support the units 
over many years. Carry On will continue the tradition of supporting financially 
disadvantaged rural veterans and war widows with accommodation in these areas.  
In the Home Care Packages Program Verso Consulting assisted us in submitting an 
application in the 2014 Aged Care Funding approvals. We have applied for additional 
packages in the Southern Metropolitan region which has the state’s highest percentage of 
veterans, results to be published in December.  
 
Verso is currently completing a strategic review of Community Care and options for change 
in the future. This review will identify options for the Home Care Packages to meet the 
legislative requirement of a Consumer Directed Care model of delivery by July 2015. 
The Home Care Program is expecting the three yearly Quality Agency visit in late October 
and do not anticipate any concerns about our quality service.  
 
 
Gail Willingham 
General Manager – Community Services 

 

Property Services 
Property Services has undertaken approximately 5200 maintenance type tasks during the 
reporting period.  Our focus continues to be on the building compliance of our facilities 
throughout the organisation.  Regular upgrades help to ensure we keep up to date with the 
constantly changing compliance requirements.   
Health and Safety compliance remains a big item for us with constant changes to 
legislation requiring implementation.  This task is made easier due to the Quality system 
(QDoc) utilised at Vasey RSL Care. 
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Residential Services 
 
Various upgrades have taken place over the last twelve months on our residential sites.  
Most have seen an overall improvement in the day to day functioning of the buildings 
including the installation of some ceiling mounted resident lifting hoists this will be an 
ongoing project over the coming years and greatly improves mobility in the resident 
rooms.  Another major upgrade is the introduction of security access control at some sites.  
This install allows for the full control of access to all doors via fobs or swipe cards helping 
greatly to the increased security across the sites.  This project is to be implemented to all 
sites over a longer period as well. 
 
Independent Living Units 
 
Property Services undertook between 2-4 unit refurbishments per month over the last 
twelve months.   
Major upgrades to unit sites include the introduction of undertaking two into one unit 
refurbishments.  These projects take two bedsit units and join them together to create a 
one or two bedroom larger unit.  Some of the upgrades include wider doorways, step less 
showers and wall ovens.   
Another focus has been on pathways around the sites.  We have upgraded various concrete 
paths including widening where possible.  These changes have enhanced access around 
the sites. 
 
Conclusion 
 
Property Services ensures our properties and buildings are maintained to a very high 
standard.  Our dedicated staff work hard to realise building compliance and standards are 
being met.  The challenge continues to keep ahead of all regulatory compliance with our 
staff tackling this challenge with professionalism. 
I would like to take this opportunity to thank all Property Services staff for their great work 
over the last twelve months. 
 
Steve Best 
General Manager – Property Services 
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Human Resources 
 
Vasey RSL Care is proud to be a winner of the 2014 Australian Aged Care Quality Agency 
Better Practice Award for Staff Development and Retention, which recognises the success 
of the VRSLC workforce strategy designed to improve the quality of service delivery and the 
experience of staff and volunteers. The organisation has a strong commitment to 
attracting, retaining, developing and supporting highly competent staff and volunteers in 
order to provide quality services to the organisation’s residents and clients.  
 
Workforce Profile and Stability: VRSLC has a predominantly female workforce, with the 
majority of our employees working part time. VRSLC has achieved a high level of workforce 
stability with 42% of staff being employed with the organisation for five years or more. 
Staff turnover is 10%, well below the industry standard.  
 
Employment conditions: VRSLC continues to provide staff with attractive employment 
conditions in accordance with our Enterprise Agreements, providing competitive rates of 
pay, flexible working conditions, career progression, and support for learning and 
development, including the provision of study leave, study loans, a Scholarship Program, 
financial assistance for external training and traineeship arrangements. 
 
Acknowledging and Valuing: Nineteen awards were presented through the Employee 
Excellence Awards Program with ANZAC Hostel awarded the Magnet Award for excellence 
in staff retention, with the lowest voluntary staff turnover. Employees were acknowledged 
for their dedication to the organisation for achieving between three and thirty years of 
service via the length of service recognition program.  
 
Learning and Development: 
 
Ongoing learning and development has become part of the Vasey RSL Care culture through 
a comprehensive Learning and Development Program that is among the best in the 
industry. Key focus areas for development in the last financial year were best practice in 
dementia care, and palliative care. Clinical education days to enhance expertise of nursing 
and care staff across a range of specialist and contemporary practice areas continued. 
Online learning has also continued with Mylearning, a high quality online learning 
program. All employees can enjoy the flexibility of undertaking learning at the workplace, 
with MyLearning computer centres at each Residential Aged Care Facility, or at home.  
 

Leadership and Management: In keeping with our commitment to develop our managers 
and supervisors, and potential future leaders, the Leadership and Management Forum 
education program continued providing managers and supervisors at all levels with 
knowledge and skills tailored to the VRSLC environment.  
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Equal Opportunity: An Equal Opportunity for Women in the Workplace Program is in place 
to assist with attraction and retention of a stable workforce. 
 
OH&S: Vasey RSL Care is committed to the improvement of practices that provide and 
maintain safe systems of work, and reduce workplace injuries. VRSLC has a comprehensive 
OHS Management System in place, and engages OHS and Emergency Management 
consultants to ensure that compliant and best practice systems are in place.   
 

 

Quality of Care 
 

At Vasey RSL Care, we pride ourselves on our commitment to achieving excellence in 
everything we do.  It’s this commitment that drives us to look for better ways of doing 
things.  It brings us together with a common purpose - our Quality Goal - all of us working 
together so that ‘Every day, every client/resident is supported to achieve their potential 
quality of life’. We do this by providing care and services that are person-centred, 
effective, safe and coordinated – our Quality Objectives. 
 
This report provides an opportunity for ‘saluting excellence’ and 
for thanking the many staff, volunteers and contractors involved 
in our continuous improvement journey.  
 
Each year we receive a significant amount of feedback.  At Vasey 
RSL Care all feedback is gold – the reason for our ‘yellow’ have 
your say forms which we updated this year. We appreciate you 
taking the time to share your thoughts and personal experience 
to help us make our service and care better.   
 
What you told us: 
Each year we survey our residents and clients and ask you to rate your satisfaction with us. 
As in previous years, you continue to be very satisfied with our staff. As an example 93% of 
respondents to the 2013 Residential Aged Care survey were very satisfied/satisfied with 
‘the care I receive from the care staff’. Many positive comments were received from 
respondents regarding our staff. This is a continued trend from previous survey results.   
Cleanliness, tidiness and building maintenance satisfaction also remained high.   
 
164 residents from our Independent Living Units responded to our survey this year with 
95% happy with the way comments and complaints are managed and 97% satisfied with the 
response from our Property Services Department.  
 
Similarly, clients of the Home Care Packages Program are very satisfied with Vasey RSL 
Care with 100% of respondents to considering that Vasey RSL Care provides an important 
service to them. 
 

Advance care planning is 
a series of steps you can 
take to help you plan for 
your future health care. 
Start the conversation 
now. 
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What others told us: 
Vasey RSL Care residential aged care facilities were visited by assessors from the Australian 
Aged Care Quality Agency (previously the Aged Care Standards and Accreditation Agency) 
on seven occasions and involved 13 different assessors. Whilst these visits can be stressful 
for staff and residents, these independent and unannounced visits assist us to verify that 
we comply with legislated standards of care. No issues were identified at any of these 
visits. 
 
What we achieved in 2013-2014: 

 ANZAC Hostel received three Better Practice Awards for innovative leisure and 
lifestyle processes. 

 We continued to direct our efforts towards our resident’s most pressing health 
issues (dementia, diabetes mellitus). 

 Nursing staff from each residential aged care facility participated in training to help 
them ‘start the conversation’ about advance care planning. 

 Each facility developed a ‘vision’ for residents living with dementia; particularly 
those residing in our memory support units. 

 
Our plans for 2014-2015: 
We will continue to focus on safe and effective care: 

 Rollout evidence based diabetes management practice 
 Establish a dementia approach that is integrated, evidence based and facility 

suitable. 
 Rollout better practice palliative approach  
 Continue to focus on falls injury prevention and injury control.  

 
We will continue to focus on delivering Person-Centred care: 

 Improve learning from residents and clients experiences with improvement projects 
identified from satisfaction surveys 

 Introduce HELP Lifestyle Assessments and Care Plan   
 Home Care Packages Program will transition from community aged care packages to 

Consumer Directed Care Model (from July 2015). 
 

We will continue to focus on coordination of care so that people experience care and 
services with everyone working together in the best interests of residents/clients, staff and 
Vasey RSL Care. 
 
Annette Greenwood 
General Manager, Quality and Risk 
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