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REPORT
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129 YEARS 1891-2020

QVCare is a not for profit, charitable,
public benevolent organisation situated in
the beautiful suburb and community of
Lindisfarne on Hobart's Eastern Shore.
We provide a range of tailored aged care
services for older people including
residential care, respite care, emergency
care, convalescent care, interim care,
independent living units, home care
services and additional services.

QVCare is a community that places
individuals at the centre of everything it
does. We aim to provide respectful,
compassionate, individual care that
supports the independence of every
resident.
We are recognised for our extensive
lifestyle and leisure activities, our allied
health pain management initiative, our
commitment to innovative use of
technology and being a learning
organisation.

VISION
To be the Centre of Excellence for an ageing-well community
PURPOSE
We partner with people who are ageing to live their best life, their way
VALUES
Client and carer-centred care
Knowledge
Empathy
Accountability
Courage
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THE 20192020 YEAR
Unprecedented
challenges

While the 2019-20 financial year was a
challenging one for Queen Victoria Care
(QVCare) on a number of fronts, the
organisation has made or is making a
number of important changes that the
Board and management hope will achieve
long-term sustainability.
We are currently managing the uncertainty
of sufficient government funding going
forward, the findings of the Royal
Commission into Aged Care that will be
delivered in early 2021 that may impact
how we deliver and provide services, as
well as the much-publicised impact of
COVID-19.
Further, the Federal Treasurer, Josh
Frydenberg, said in his Budget speech
(outside the reporting period) that the
Government would wait to receive and
consider the Royal Commission’s final
report before making any significant
funding commitments.

While this creates some uncertainty about
our future, QVCare believes very strongly
in the importance of continuing to operate
as a local community organisation in our
own right.
As already noted, the environment in which
we operate has been challenging. While
our balance sheet remains strong, our
business reported a financial loss for this
reporting period. QVCare is not unique in
this as more than 64 per cent of facilities
like ours suffered losses.
So, what have we done to address our
financial sustainability issues?
QVCare has reviewed its business model
to improve our overall financial
sustainability (which has already delivered
significant savings) and completed a
Board and Governance Review. As a result,
we have increased the number and skill
mix of the Board.
PAGE 4

We have sought a grant under the Federal
Government’s Business Improvement Fund
for small to medium-sized residential care
facilities. Money is available for business
improvement, assistance with merger, or
assistance with sale. We have applied for
a business improvement grant.
Looking forward, our plan is to change the
Model of Care to enable us to provide
more person-centred care as called for
under the Aged Care Standards and
desired by our residents.
While this work is underway and well
progressed in a lot of areas, we will not
and have not compromised the quality of
care that we deliver.

It was a challenging environment at the
height of the pandemic and continues to
present us with challenges.
I would like to thank our residents and their
families for the way they embraced the
“new normal” and supported the work of
our staff to keep everyone COVID safe.
The Board and management genuinely
appreciate the care and commitment all
our employees show to our residents and
their families, and indeed each other, and
we want to acknowledge their continuous
efforts to implement the strict regulations
of our industry during COVID-19.

The specific challenges in dealing with
COVID-19 significantly impacted the Aged
Care sector, QVCare, our residents and
their families, and our local community.

We are also keenly aware of the important
contribution volunteers make to QVCare.
The Board would also like to thank the
management team for their careful
stewardship of QVCare over the last 12
months.

Nicolas Turner
Chairman

Moira Laverty
Chief Executive Officer
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QVCARE
ENVIRONMENT
A caring place

QVCare prides itself in providing a safe,
aesthetically pleasing environment for all
residents.
In 2020, QVCare commenced a massive
program to reroof the main building in its
Lindisfarne complex. Despite the scale of
the job, the contractors have been
impeccable in the way they have moved in
and out of the courtyard without damaging
a plant! This enormous undertaking is due
to be completed by April 2021.
Also in 2020, QVCare installed an entirely
new call bell system that ensures that
every resident has immediate access to
help should they need it.

Replacing the existing system was a
challenging undertaking, requiring careful
coordination with residents and staff.
Programming of the new system had to be
done while the old system was still
operational to ensure that every bathroom
and every bedroom had an operational bell
at all times.
Walking through QVCare, especially in
spring when the roses are blooming is a
sheer pleasure. The gardens are the work
of Sam Tully who has been with QVCare
for three years. Sam does an amazing job
working solo across the 10-hectare
QVCare site. Outside work, Sam is a keen
penny farthing racer.
.
PAGE 6

COVID-19
CARE

There is no doubt that the coronavirus
pandemic has been a necessary focus for
all endeavours at QVCare since early
2020. It was quickly recognised that
people aged over 70, or those over 65
with chronic conditions, were in the
highest risk category for this virus and
everything possible needed to be done to
protect the health of this group. It also
became increasingly clear that COVID-19
could spread quickly if even one resident
contracted it, so protecting the health of
each and every resident was essential.
A rapid response plan, encompassing
operations management, infection control,
staffing, clinical care and services, and
immediate notification to the Department
of Health was put in place should a
positive COVID-19 test of a resident or
staff member emerge. Fortunately that
did not occur.
Following public health advice, harsh
protective measures started in March
2020 with tight restrictions on visits to all
aged care facilities, including QVCare. In
May, the Government began to slowly
ease these restrictions.
Residents were specifically consulted
about visitor restrictions and concerns.

They continued to support restrictions and
said the measures made them feel safe
and protected from COVID-19 at QVCare.
With the easing of restrictions came the
clear message that limiting contact
wherever possible was still needed to
protect the most vulnerable.
The visiting restrictions hit residents hard,
but the staff at QVCare responded with
practical compassion and a calendar of
services and events to meet the additional
emotional needs of residents. Residents
were supported to be in regular touch with
friends and family through Zoom meetings
on iPads, assisted telephone calls or the
email delivery service. Residents wrote
colourful and heartfelt messages to loved
ones as they looked lovingly through
windows. A care package delivery service
was also implemented.
The modified visits and supported video
and phone conference system went
extremely well and feedback from
residents, families and visitors was
overwhelmingly positive. Throughout the
pandemic, QVCare’s priority has been to
keep residents and staff safe with clear
systems and processes, and a
compassionate approach.
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MESSAGES
OF LOVE
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LEISURE &
LIFESTYLE
CARE

QVCare has a leisure and lifestyle program
like no other in Tasmania! Believed to be
one of the biggest leisure and lifestyle
programs for aged care residents in the
state, Coordinator, Denise Rodrigues says
their team of nine work tirelessly to make
events as engaging and joyful as possible.
“We’re the party people,” Denise
revealed. “We’re people-centred and
that’s what makes us stand out.” Denise
says participation is the key, and the
programs cater to the individual, with the
person at the centre. There are also much
larger group activities for special
occasions like Christmas, the Melbourne
Cup and Halloween, as well as a residents
choir, gym and swimming activities, and
Chair Fun and Fitness. There’s even a ‘lolly
trolley’ where residents can buy personal
items twice a week including lollies! The
trolley was built and donated by Glenn
Lovell from Home and Commercial
Maintenance, and painstakingly painted at
home by Sam Tully, the QVCare gardener.
The service goes into every room. “A lot of
our services are individualised,” says
Denise. “Our main role is the social
wellbeing of residents.”

As with other areas of QVCare, the leisure
and lifestyle services were curtailed due
to COVID-19. “We provided a lot of
support because families couldn’t come,”
Denise shared. “Zoom sessions with
family were super-popular, QVCare
purchasing four additional tablets to
support residents and help them feel
connected. They were often three-way
conversations with the resident, their
family and the Leisure and Lifestyle staff
member.”
“External entertainment was badly missed
during COVID-19,” Denise commented.
“But we had to do the right thing by the
residents.” Of particular note was the
COVID-19 Art Show, which helped people
communicate during the worst of the
COVID-19 lockdown. “Many really missed
their families, and some simply didn’t
understand, so this was an important thing
for us to do.”
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LEISURE &
LIFESTYLE
IN ACTION
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RESIDENTIAL
CARE

QVCare has been consolidating its
approach to the Aged Care Quality
Standards, and strengthening its Clinical
Governance Framework, as a part of an
ongoing commitment to Person-Centred
Care. The organisation is now poised for,
and excited about, going to the next part
of that process with the development
of a new and enhanced Model of Care.
Under the Person-Centred Approach
Project, QVCare is working in partnership
with residents, families and staff to
formulate the QVCare Model of Care. In
the true spirit of participation, the
organisation is engaging with its people
and finding out what a best life means to
them. In a first for QVCare, a new personcentred clinical nurse specialist works in

partnership with each resident to develop
goals of care.
The organisation has a continuing
commitment to learning and development
and, in these COVID-19 times, is taking all
staff through a number of programs
including infection control training so that
all at QVCare have the best and safest
care possible.
QVCare has also partnered with Flinders
University to progress best practice in its
approach to palliative care through its End
of Life Directions in Aged Care Initiative;
and continues its Memory Support Initiative
with GD's Geriatricas and Dementia
Services Australia.
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CLINICAL
CARE
Kelly Moore

Clinical Care Coordinator

Kelly Moore has had an extraordinary
career with QVCare. Beginning as a trainee
carer in 2006, with support from the
organisation she steadily progressed
through carer, enrolled nurse and
registered nurse to the key role of Clinical
Care Coordinator. “The support has
been phenomenal,” she says.
Kelly’s role is crucial to the smooth running
of daily operations across the residential
care home. It is, she shared, 'full on' with a
lot happening at once all needing to be
prioritised and delegated. She describes it
as “definitely hands on. You get in and get
dirty!”

COVID-19 brought new challenges and
magnified the importance of the human
touch Kelly already brought to her role.
The residents missed the human contact
not only of their families, who couldn’t visit
during the extended lockdown, but also
staff who had to socially distance while
providing much-needed care. It was, Kelly
said, “hard clinically, monitoring residents
closely for signs of anxiety and
depression”.
However, Kelly reflected that any
concerns among both residents and staff
were handled well. “Management
communicated very well – everybody went
above and beyond and we had no cases at
all."
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CLINICAL
CARE
Rad Aryal

Clinical Support
Coordinator

Imagine wondering if you have COVID-19
on the morning of your birthday! That’s
exactly what happened to Rad Aryal,
Clinical Support Coordinator. Now in her
second year at QVCare, Rad felt 'very
responsible' when she woke with a scratch
in her throat on her birthday. Her anxious
wait until 7pm was rewarded with a
negative coronavirus result.
COVID-19, she says, has been hard on
everyone. Residents were unable to go
out, and in some cases, palliative
residents were not able to have all their
loved ones with them during their last
hours, as they were able to pre-COVID-19.
“It was very emotional,” she reflected.

Originally from Nepal, Rad shared that
during COVID-19, “we’ve been lucky to be
in Tassie”. She says she can relate
Tasmania to Nepal.
Coming to Australia opened up new
opportunities for Rad. “My mother always
wanted me to be a nurse – she was very
happy with my decision,” she said. Rad
shared that always broadening her knowledge, and being and thinking positively,
were very important to her as well.
Rad’s responsibilities at QVCare are many
and varied. She is on the floor, covering
meds, checking sick residents, supporting
carers, writing reports, doing rounds,
completing care plans, in fact, ensuring
that everything that needs to be done,
gets done!
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THE CARE
EXPERIENCE
Dorothy Smallhorn
Chair Residents' Forum

Living close to family and close to places
she was familiar with was very important to
Dorothy Smallhorn. So when the time came
for her to move into residential aged care
four years ago, QVCare proved just the
place.
“It’s nice to have some part of the family
close. I have a nice comfortable room, I’ve
made some nice friends and a family that
looks after me," she shared.
Dorothy also really loves the way the
Leisure and Lifestyle staff try to make life
interesting. “They organise concerts and
there’s a conservation area in the garden.
They’re terrific.”

Sadly, COVID-19 put some of these
benefits of QVCare life temporarily out of
reach. “For a time, we weren’t able to go
out on the little bus to do some shopping
and have coffee. I missed that."
However, Dorothy has nothing but praise
for the staff. “Most of the staff are very
good with the residents,” she said. “I’ve
had two or three falls since coming here
and they know exactly what to do.”
Dorothy chairs the Residents Forum, a
small group of residents who get
together and discuss ideas. “We raise
issues with the Board when we need to,”
she said. “We’re now trying to get back in
touch.”
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THE CARE
EXPERIENCE
Anthea Bilson

Long-term Resident

For Anthea Bilson, books have always
been a central part of her life, and at
QVCare, her room is full of books. Her
favourites are biographies and autobiographies. Many feature Tasmanians.
Anthea has always loved books,
encouraged to read by her mother, though
sadly, not her stepmother. But she
emerged out of this shadow, eventually
starting a children’s bookshop in
Launceston helping not only her five
children learn a love of books but also
the citizens of Launceston. Her next step
was a general bookstore across the
road although a major health scare brought
that to an early close.
Like her steady steps through book
retailing, Anthea also made gradual steps
into QVCare life. She started as a

volunteer – she became one of “The
Vitals” (a former program conducted for
non-residents at QVCare’s gym and pool
facilities) on the recommendation of her
doctor to get the exercise she needed to
stay healthy. “I thoroughly enjoyed the
company,” she shared. “They are brilliant
people.”
Next she bought an independent living unit
on the hill, and then no longer able to
drive, she moved into the residential care
she enjoys today. “I can get help here
anytime I want it,” she said. That help is
incredibly important when you’ve had a
couple of falls and the support you need is
on tap. “I’ve got nothing but praise for the
people here,” she said, “They’ve been
marvellous with me – anything I’ve wanted
or needed has been done.”
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CONNECTING
CARE
Alison Jacob

Chair Family Forums
Facilitator Residents' Forum

Sometimes someone comes along who
really makes a difference. That’s certainly
the case with Alison Jacob. Her journey
with QVCare started when her mother was
a resident at the home, during which time
she got to know a lot of the residents as
well as the staff.
About two years ago, Alison started
chairing the monthly Family Forums where
she facilitated the opportunity for family
members to discuss issues and for these
issues to be considered by the Executive
Management team. Since COVID-19, these
forums are sadly in abeyance.
However, the success of these
conversations led to Alison being asked to
facilitate the Residents’ Forum. As a nonstaff member, and with her well-regarded
facilitation skills, Alison was uniquely
placed to support the residents wishing to
be heard by Executive Management and
the Board. “It is fantastic for the residents
themselves,” she said. “I facilitate, take
notes and supply them to the Executive for
response. I love working with the
residents.”
The issues raised by the residents, she
says, are often quite serious. “While they
often talk about things that are going well,
the residents are also keen to ensure

key issues are addressed and resolved.
The good news is that it is rare to get a
complaint about a staff member. The
residents do appreciate what staff are
required to do.”
Alison says the success of the forums is
all about communication. “Residents want
to be told what’s happening, and know that
someone is listening to them and taking
them seriously,” Alison shared. “They want
to have a clear idea of where a decision is
being made, and to understand the
rationale.”
The forums have helped to develop an
updated information pack for new
residents. “Often when a family member
goes into aged care, it is hard to know and
to navigate,” Alison commented. “It’s often
the little things that cause problems.”
COVID-19 has taken a toll not only on the
Family Forum but also the one regular
event that Alison, and her husband Doug,
shared with residents three or four times a
year – ballroom dancing. “It’s the thing
they love more than anything,” says
Alison.” They love to get up and dance
with us. We do a wheelchair dance as
well. They think it’s absolutely wonderful
and Doug and I find it absolutely
satisfying.” Hopefully it won’t be too long
before ballroom dancing is back! P A G E 1 6

VILLAGE
REPORT
Independent Living Units
Resident Report

What a Year!
Staring with a bang, ILU Residents again
enjoyed a trip on the Egeria (a classic
antique huon pine vessel), with catering
from Treats. Another day enjoyed by all.
In response to the bushfires, residents
joined the many others who knitted
possum pouches and made liners from old
sheets. A large donation of items was
made to Wires to help the cause.
Having compiled a full Calendar for the
year, including Dinners and 3-G Meetings,
all went out the window when the
protocols had to be changed to respond
to the pandemic. This put paid to full
gatherings for dinners and so on, so a new
plan had to be developed.
After consultation with the White House
personnel, a maximum number of
attendees was decreed and all functions
were conducted under the protocols of
hand sanitising, temperature-testing, safe
distancing, and documenting flu shots to
ensure that everyone stayed safe. These
routines ensured that residents could at
least enjoy each other’s company for

Afternoon Tea in a safe environment. Later
a most welcome BBQ function and the
Melbourne Cup Afternoon Tea could be
held.
Residents still looked out for each other to
ensure that everyone was travelling well
under the circumstances. For those who
had difficulty getting to shops, IGA agreed
to deliver weekly grocery orders – most
welcome for those without relatives close
at hand.
As restrictions ease, it is hoped that
additional numbers can gather in one
place, so that general meetings, and
particularly the Christmas Dinner, are not
hindered by restrictive numbers. The
monthly bus trips, cancelled early in the
year, will commence in time for a
Christmas Lunch trip.
With positive signs that restrictions are
easing permanently, it is hoped that 2021
will allow a full program of activities for all.
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THE VILLAGE
EXPERIENCE
Owen Winter

Chair Independent Living Units
Residents' Committee

Owen Winter has had five years as
Chairman of the Independent Living
Residents Committee, only recently
resigning because, as he said, he was
“feeling just a little bit frazzled.” But he’s
left a valuable legacy for the 51
independent living unit residents as he
heads into a quieter life.
Owen arrived in Hobart from Scottsdale in
1951, and spent 40 years with what was
then known as PMG – more recently
Telstra. He also had a long career with the
Army Reserve (then the CMF) retiring at 50
at the rank of Lieutenant Colonel. And to
cap it all off, he and his wife ran a
successful agency business selling
products to pharmacies.

Sadly, Owen’s wife passed away 14 years
ago, and seven years ago he moved into
one of QVCare’s independent living units –
his five-bedroom house became just too
big to manage. Now he lives comfortably in
a two-bedroom unit, which he says, “just
suits me fine!”
Owen knows QVCare well. His connection
goes back before his move into
independent living when he volunteered in
the gym and pool area of the Home,
something he’s continued (once COVID-19
rules allowed). For Owen, COVID-19 has
been a difficult time, hunkering down “so
you don’t get the beast in the door!” But
he acknowledges that QVCare staff have
done the best they could during this
challenging time.
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THE VILLAGE
EXPERIENCE
Gai Cross

Secretary Independent Living Units
Residents' Committee

Residents of QVCare’s independent living
units couldn’t be luckier than to have a
Committee Secretary with the organising
skills of Gai Cross. Gai, who moved into
one of QVCare’s independent living
units quite recently, has taken on the role
of Secretary of the Independent Living
Residents Committee and brings a wealth
of talent and skills to the role.

members working to make people feel a
real sense of belonging. However, this
hasn’t been without its challenges during
COVID-19. Monthly bus trips, and
regular social events like barbecues and
afternoon teas, were off the agenda
and they’re only now getting back on
track. The group recently celebrated its
largest gathering.

Gai was born in Sydney, graduated with
degrees in physical education and sports
event management, married in Oregon
USA, and arrived back in Australia on
decimal currency day – 14 February 1966.
Settling in Launceston, and as her family
grew to five, Gai used her talents as
organiser and director of tennis, hockey
and basketball tournaments.

While observing COVID-19 safety rules
was essential, the Committee moved to
keep an eye out for their neighbours, with
each member responsible for a radius of
care, specially keeping an eye out for
those residents without family in Tasmania.

All this organising experience is being put
to good use at QVCare. In the key role of
Secretary, Gai is one of six committee

Most importantly, Gai and the Committee
are a bridge between the independent
living unit residents and QVCare
management to ensure everything is going
well. “We want to make sure everyone’s
happy,” Gai shared.
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VOLUNTEER
CARE

Never before have volunteers been so
important and so special than during
COVID-19. For a time, while QVCare
observed government restrictions and
protected residents from the virus,
volunteers played a crucial role, helping
out, among their usual roles, with
hairdressing and in the gym.
QVCare’s more than 40 volunteers provide
a rich connection and generous support to
residents. They help with nail care, chapel
services, bingo and fundraising. They listen
to stories and build friendships. And they
provide the warmth and compassion of
human connection.

The volunteers help to bring the outside
world into QVCare in a unique and special
way. They listen and learn about the
interesting and varied lives of residents,
share their skills to enrich the lives of
residents, and build mutually rewarding
relationships that endure over time.
This dedicated volunteer community
provides a richer and deeper resident
experience at QVCare.
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TEACHING
AGED CARE &
REGISTERED
TRAINING
ORGANISATION

QVCare has unique standing among aged
care providers in Hobart,
In its role as a teaching aged care facility,
QVCare hosted 148 university students
from nursing, medicine, pharmacy and
paramedicine between July and December
2019. Working alongside QVCare staff,
these students spent quality time with
residents, gaining valuable insights and
understanding of the needs and priorities
of aged care, in the process better
preparing them for their professional lives
after graduation. The students also
developed personal connections with
residents (in one case, a student arranged
a surprise visit with her dog!), showing a
genuine interest in their wellbeing and in
turn providing residents with the
opportunity to tell their stories.
2020 and COVID-19 made building these
personal connections and gaining valuable
aged care knowledge among future health
professionals so much harder. Just 28
medical students were hosted between
January and June 2020, and this required a
creative approach. Each student was
matched with a willing resident, although
no personal contact was possible. Zoom
conferences were scheduled instead, and
medications were reviewed to see if any

changes were needed. Any recommendations were made to QVCare’s Executive
Clinical Manager. One participating
resident was 99-years-old who managed
to work with Zoom! As the 2020-2021 year
unfolds, student placements are resuming
as normal.
QVCare’s Registered Training Organisation
trains individuals for a career in aged care,
teaching Certificate III in Individual Support.
Individuals go through a rigorous
recruitment process and sign up for a 12month training program. This on-site
training provides QVCare, and other
providers, with job-ready care staff.
COVID-19 has hit these students hard, with
lower numbers completing their training.
Two students will likely complete their
studies in November 2020, eight in April
2021 and four in September 2021.
QVCare is also providing specialised
training to assist clients with medication.
Funding has been received to support 40
training places for staff from Glenview
Community Home, 10 for Anglicare, and
five each for Huon Regional Care and
Queen Victoria Care. This intensive course
mitigates risk associated with clients and
their medications.
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TEACHING
AGED CARE &
REGISTERED
TRAINING
ORGANISATION
Medical Student
Placements
"QVCare hosted 50 final year medical
students from the University of Tasmania in
2020. For many of our students, this is their
first exposure to residential aged care, and a
crucial learning experience for our future
healthcare workforce.
In spite of lockdown and COVID-19
restrictions, every student was able to
participate meaningfully in the life of
QVCare and meet a resident, many via the
online method of Zoom using an iPad. This
was a great innovation, beautifully
orchestrated by Jane Richardson and the
White House team, and meant the
students had a chance to engage with the
residents, learn about their lives and
experiences, and learn about medical care
in a residential aged care facility."
Dr Anthea Dallas
Academic lead: Community Placements
Hobart Clinical School
Tasmanian School of Medicine
University of Tasmania

Here is what the students had to say:

"I felt welcome and was accepted as
part of the team at QVCare"
98% of students agreed or strongly agreed

"QVCare staff were supportive and
allowed me to develop my skills,
knowledge and attitude"

100% of students agreed or strongly agreed

"Thank you for facilitating our
placement online!"
"Very valuable experience despite its
limitations. Thank you for organising
all of this in the COVID environment!"
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ROYAL
COMMISSION
INTO AGED
CARE QUALITY
& SAFETY
Overview

The Royal Commission into Aged Care
Quality and Safety was established in
October 2018 to examine:
the quality of aged care services
provided to Australians and how well
they meet their needs
how best to deliver aged care services
the future challenges and opportunities
for delivering accessible, affordable
and high-quality aged care services in
Australia
what the Australian Government, aged
care industry, Australian families and
the wider community can do to
strengthen the system of aged care
services to ensure that the services
provided are of high quality and safe
how to ensure that aged care services
are person‑centred
how best to deliver aged care services
in a sustainable way
any other relevant matters.
The Royal Commission has gathered
information widely, including through
service provider surveys, submissions from
individuals and organisations, public
hearings, expert roundtables and site
visits, community forums and consultation
papers.

On 31 October 2019, the Commission
published an Interim Report: Neglect.
The Interim Report found that the aged
care system fails to meet the needs of
older citizens in the delivery of safe and
quality care. It lays the foundations for
fundamental reform and redesign of the
aged care system and identified
three areas for immediate action:
to provide more Home Care Packages
to reduce the waiting list for higher
level care at home
to respond to the significant overreliance on chemical restraint in aged
care
to stop the flow of younger people with
disability going into aged care, and
expediting the process of getting those
younger people who are already in
aged care out.
A final report will be issued in February
2021, which is expected to chart a new
direction for the sector, bringing a clear
sense of purpose and of quality, and a
renewed focus on compassion and
kindness.
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ROYAL
COMMISSION
INTO AGED
CARE QUALITY
& SAFETY
Timetable

2018

October
November
December

2019

January
February
March
October
November
December

2020

June
October

2021

February

Royal Commission established
Service provider survey issued; Preliminary roundtable discussions
Invitation to make submissions issued
Public hearings commence
Expert roundtables and site visits commence
Community forums commence
Interim Report: Neglect issued by the Royal Commission (3 volumes)
Public hearings held in Hobart (11-15 November)
Consultation Paper 1 issued by the Royal Commission
Consultation Paper 2 issued by the Royal Commission
Public hearings conclude; Aged Care and COVID-19 report issued
Final Report to be issued by the Royal Commission
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QVCARE
BOARD
Governance
The past 12 months have been
challenging, with COVID-19 and preliminary
reports from the Royal Commission into
Aged Care, confirming financial difficulties
being experienced across the Aged Care
sector.

including the introduction of a Client, Carer
and Community Advisory Council. The
changes will ensure greater focus on
clinical governance, especially quality, and
alignment with contemporary governance
practice.

Despite these challenges, The QVCare
Board continues to strengthen its
governance framework, board culture
and individual director capabilities. In 2019,
QVCare engaged Elm Consulting Australia
to conduct a thorough governance review
of the QVCare Board. The Board has
committed to implementing all the
recommendations from the review,

In April 2020, QVCare successfully
recruited five new Board Members with
expertise in strategic planning, risk and
corporate management, and financial
governance. Together with incumbent
Board Members, this expertise will support
QVCare as the organisation continues to
face the challenges in the provision of
Aged Care.

Board Meeting
Attendance
The QVCare Board met for 10
Ordinary Meetings and one Annual
General Meeting in 2019-2020.
Meeting attendance is recorded on
the table.
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BOARD MEMBERS
Nicolas Turner was elected Chairman in November 2017. He is the
Executive Chairman of public relations, advertising and marketing
agency Cor Comms. Nick has more than 30 years' experience as a
journalist and public relations professional in Tasmania. A former
reporter with the Mercury newspaper, Nick covered State politics,
industrial relations, rural affairs and sport. He is a former national
and Tasmanian president of the Public Relations Institute of
Australia (PRIA) and is a Life Member of the PRIA and OHA Hockey
Club in Hobart. He is also a Director of Cricket Tasmania.
Victoria Newton is an experienced human resources professional.
She has worked in a diverse range of industry sectors - resources,
health, manufacturing and utilities in Australia and overseas.
Victoria is experienced in leading cultural change, organisational
design, managing talent and developing individual and
organisational capability. She is passionate about contributing to
the creation of work environments that offer value for both the
employee and the employer. She holds a Bachelor of Arts degree
and Master of Business Administration.
Annette Marlow is Director of Professional Experience at the
College of Health and Medicine, University of Tasmania. Since
2010 Annette has actively been engaged in many research and
evaluation projects primarily focusing on the provision of quality
professional experience placements for students. Annette's
participation in 'Establishing Teaching Nursing Homes to Provide
Quality Inter-Professional Clinical Placements in Aged Care' has
confirmed the necessity to promote non-traditional placement
opportunities to healthcare students to ensure they receive a more
global and representative understanding of healthcare provision.
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BOARD MEMBERS continued
Fritz Shoemaker is an entrepreneur, former CEO of a mid-sized
multinational, and currently manages 35 business improvement
specialists assisting hundreds of businesses in three states. He
has written a book on business strategy, and spoken on the
subject facilitated strategy sessions across Australia. His
business experience is in advanced manufacturing, healthcare,
hospitality and retail. Fritz has wide board experience, is currently
on the Board of Westpac Heli Rescue Tasmania, holds degrees
including an MBA and is a Graduate of the Australian Institute of
Company Directors.
Ann Murray brings with her more than 25 years’ experience in
senior management with Mayne Nickless and Toll with executive
roles in operations, finance, strategic planning and governance.
As a former director of Transend Networks PL, Premium Events,
TTA and Magnolia House, she has a wealth of experience. Ann
holds an MBA from UTAS, studying electives onsite in Malaysia,
and completed a strategic management program through
Macquarie University. In 2008 Ann was the Tasmanian Corporate
Winner of the Telstra Business Women’s Awards.
Nigel Hill is an experienced executive working in government and
not-for-profit organisations, including as CEO and senior manager
in education, training, and more recently in the disability sector. He
has extensive experience in leading organisational transformation
in sectors undergoing significant change. Nigel has considerable
experience in developing and implementing strategy in leading
organisations. He holds degrees in Education and Applied Science,
post graduate qualifications in Education and an MBA.
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BOARD MEMBERS continued
Dee Hopkins has been a CEO, senior executive and management
consultant in the ‘for purpose’ and commercial sectors for over 30
years. She is currently the CEO of the Macular Disease Foundation.
She was previously the CEO of Carers Australia providing a range
of supports and services in the ACT and SE NSW regions in aged
care, disability, mental health, and chronic conditions. Dee serves
on a number of Commonwealth and State Preventative Health
Committees and is actively involved in aged care policy and
reforms. Dee has an MBA and is a graduate of the Australian
Institute of Company Directors.
Josef Giedl joined the Board in May 2018 after a career as a
Geologist in Queensland, Victoria and Tasmania and as a senior
project manager with a large engineering consulting firm in
Tasmania. Josef's diverse roles included engineering geologist,
quality management facilitator, Myers-Briggs assessor and a
secondment to TAFE Tasmania as manager for their META
management development program. A past member of the
Geological Society of Australia and the Australian Institute of
Mining and Metallurgy, Josef has a BSc Hons in Earth Sciences
from Monash University and a Graduate Diploma of Political
Science from the University of Tasmania.
Steven Maycock is General Counsel/Company Secretary at
Tasmanian Irrigation and has many years of top tier law firm,
private company, ASX, State and Federal Government legal
experience. Steven is a Fellow of the Governance Institute of
Australia and the Chartered Governance Institute, a graduate of the
Australian Institute of Company Directors and a member of the
Association of Corporate Counsel Australia and Law Society of
Tasmania. He has post-graduate qualifications in Corporate
Governance and Risk Management and is a member of the
Association of Corporate Counsel Australia Executive Committee
Tasmania.
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EXECUTIVE
MEMBERS
Moira Laverty Chief Executive Officer, is a registered nurse and
mental health nurse with more than 25 years’ experience in CEO
and senior executive positions in public and private health
services, health regulation and aged care. Moira brings a wealth of
experience to the CEO role at QVCare. She is a Graduate and
Fellow of the Australian Institute of Company Directors (AICD), a
Fellow of the College of Nursing Australia and an Associate Fellow
of the Australian College of Health Service Executives. Appointed
by the Governor of Tasmania as Chairperson of the Nursing Board
of Tasmania for two consecutive terms, she re-joined the Nursing
Board as CEO, a position she held for 10 years. Moira has post
graduate qualifications including a Ba. Applied Science (Adv
Nursing), a Graduate Diploma in Health Services Management and
an MBA from RMIT Melbourne. Moira is a strong proponent of the
right of every older person to live ‘the best life they can possibly
live’ and receive quality, person-centred care as they age. Since
2013 she has worked with the dedicated team at QVCare to
ensure this is realised.
Jacquie Sanderson Executive Facility Manager, is an enthusiastic,
authentic, executive with 30+ years’ experience in community,
local government and not for profit sectors. Jacquie is a solutiondriven professional with a ‘hands on’ approach who has led large
and small teams in a variety of settings. For the past 15 years,
Jacquie has focused her career on aged care management
including sales, contract and occupancy management, customer
negotiation, legislative and regulatory compliance and
interpretation, marketing, brand development and facility
management operations.
Shelly Gleeson Executive Manager Environmental, relocated to
Hobart 15 years ago from North Queensland to take up a position
as Service Manager with several electrical firms, a position that
required managing large interstate and local contracts and up to
15 service technicians. During this time Shelly managed many
systems in aged care facilities in Tasmania. That is where her
interest in the industry began and she joined QVCare’s Executive in
January 2016. Shelly has extensive experience in project
management and maintenance programs and has a Diploma of
Business.
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EXECUTIVE
MEMBERS continued
Ariadne Magalhaes (Ari) Contract Executive, is an economist and
Senior Management Consultant with over 10 years’ experience
providing solutions in corporate strategy, change management and
continuous process improvement in the face of rapidly evolving
markets. Ari joined the QVCare team in February 2020. She speaks
six languages and holds a double degree masters in international
management from the London School of Economics. Ari is a Fellow
and Chartered Manager of the Institute of Managers and Leaders
ANZ, a Prince2® registered Practitioner, and Member of the
Australian Institute of Company Directors.
Jacqui Marden Executive Manager Clinical Care, has over 18 years’
experience in directing clinical services and organisation
management in aged care homes and rural acute and emergency
care. Jacqui graduated from the Royal Hobart Hospital as a
registered nurse and studied community and primary health care
with the Australian College of Nursing. More recently, Jacqui has
implemented best practice systems, models of care and change
management in aged care. She has a positive leadership style and
works collaboratively with staff, residents and their families to
achieve resident focused quality outcomes. As part of her
commitment to ongoing professional development Jacqui is
undertaking Master of Business Administration studies through the
Australian Institute of Management.
Elizabeth Leighton (Liz) Executive Officer, has a professional
background in banking and finance, including 12 years as Head of
Compliance in the financial services sector. She is a strong
advocate for the development of an organisation-wide culture of
good compliance, best practice and accountability, with an
emphasis on community engagement. Liz joined the QVCare
Executive team in April 2020, and with her senior management
background she brings extensive governance experience to
support both the Executive and Board functions. Liz has a Diploma
of Management and Certificate IV Compliance Management, as
well as qualifications in front line management and business
administration.
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FINANCIAL
DATA
The charts provide a
summary of the financial
outcomes for QVCare. A
complete set of Financial
Statements are available,
together with prudential
information, Directors’
statements and audit
certificates.

Total expenditure from all sources

FINANCIAL
REPORT
Most organisations in the Aged Care
Sector are facing unprecedented
challenges and QVCare is one of them.
The increased expectations resulting from
the findings of the Royal Commission into
Aged Care Quality and Safety drove
QVCare to ramp up its expenses,
especially around staffing. This has
resulted in operational losses of $2.7m
and a total deficit of $370,247[1] in the
financial year ending June 2020.
A 2% increase in revenue is considered
reasonable given the closure of the Upper
John Rowland wing in March 2020, which
reduced the number of beds from 156 to
[1] Total comprehensive income includes $2,104,437 Fair Value
Adjustment of Investment Property and $240,189 in COVID-19
Government Assistance

Total income from all sources

137; QVCare also experienced a
61%plunge in investment income, which
went from $588,419 in 2018-19 to
$228,855 in
2019-20.The modest increase in revenue
did not match the additional expenditure,
which grew by 5.9% over the previous year
and reached $15.37m. Consistent with
2018-19, labour was the most significant
expense - almost 70% of total costs.
Even though capital expenditure
decreased during the period due to cash
flow limitations and totalled approximately
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Assets

Net cash flow from operating activities

Capital works and plant and equipment expenditure

continued

13 Milford Street Lindisfarne TAS 7015
P: (03) 6243 3100
F: (03) 6243 7672
E: admin@qvcare.com.au
W: www.qvcare.com.au
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