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ABOUT US

History – 150 years Old and Counting

Today we live in an age of government social welfare which provides a safety net for those beneath the poverty line.  This is purely a twentieth century 
development.  Imagine, then, the plight of deserted wives and children, orphans, the aged and infirm and the penniless migrants who lived in the frontier town 
of Rockhampton in the 1860s.

The plight of poverty stricken migrants touched the hearts of the more affluent women of the town.  And so it was that on 1st August 1866 a small group of 
caring women met in the School of Arts to found the Rockhampton Benevolent Society.  Its initial role was to provide emergency relief to the destitute, but in 
the years ahead it took under its welfare umbrella the institutional care of orphans, sick children, maternal and infant nursing and the care of the aged.

Throughout later years the home evolved into a low care hostel and since 1997 our organisation has operated as an approved provider under the Aged Care Act 
1997.   Today we have an enviable reputation in the community and are seen as the trusted and preferred provider of aged care services for our region.  We have 
developed an expertise in high, palliative and dementia care.  Although we now trade under the name of Benevolent Aged Care, we still continue to be owned 
by the local Rockhampton community and operate as a charitable institution.

How We Work

Our focus in 2017 is to enhance continuation of a life well-lived, incorporating the whole resident and their family into our vision of quality services and care.  
Our services approach is one of evolving and elder-care focussed modelling around current and future community expectation and desire.  We choose to 
partner with our elders and their families to support and enhance the life journey including end of life.  The questions “what would I want” and “what would I 
want for my family” are the core of everything we do and every decision we make.  We take pride in partnering with residents and believe it an intense privilege 
to be a part of the later stages of their lives... 
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LEADERSHIP STATEMENT

Alison Moss
Chief Executive 
Officer

Kevin Hogan
Chairman

Older Australians are a diverse group of individuals 
coming from different nationalities, backgrounds 
aspirations, and financial means.  They are all 
inherently unique and they expect and deserve to 
have choices about how they navigate the ageing 
journey.   

Our market research has shown that our seniors want 
to focus more on health and wellbeing so that they 
can live a productive life for the duration of their life 
expectancy.  Repeatedly people told us they wanted 
to maintain a lifestyle where they can continue to 
be connected, living amongst or close to family and 
friends, fully integrated into their own communities.   
They also wanted to remain active and independent 
as long as possible.

In developing the Benevolent Aged Care Strategic 
Plan 2017 - 2022, our Board and Senior Leadership 
Team carefully considered the Vision for our 
organisation.  We asked ourselves some very 
fundamental questions about what it is we wanted 
to achieve, why our organisation exists and who we 
wanted to serve.   We used the learning’s from past 
experiences of operating in a highly regulated aged 
care system, along with the Federal’s Government’s 

reform agenda document and the Aged Care 
Roadmap, to inspire and dream of a more customer 
centric business model.  Put simply, we want to 
be a driver of change by creating communities 
that allow older people to age the way they want 
and on their own terms, rather than merely fitting 
into a government system of monetary and health 
supports.  There was consensus around the table that 
we all wanted to be “living better as we age” and we 
wanted to give people real choices.

The Benevolent team dreamt big and consequently 
have set forth with a bold vision for growth and 
diversification that will ensure we are not only 
enhancing people’s lives, but that we are also seen 
as a community owned regional niche provider 
that offers better age living solutions than larger 
national counterparts.  We will do this by being more 
responsive and in touch with our own community.  
Additionally we will work with the community and 
partners to carefully design accommodation and 
services that are specific for our region.  

Our Commitment is to create communities that 
people are happy to live and age in.
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VISION, MISSION & VALUES

This plan directly supports and is aligned with Benevolent Aged Care’s Vision, Mission & Values

Values
The Board, management and staff all 
work to the achievement of our Vision 
and Mission guided by our Values:

INTEGRITY
Acting ethically, justly and honestly

HONOUR
Valuing and honouring those in our care

EMPATHY
We will ‘walk the journey’ with you

CREATIVITY
Challenging ourselves to find the best 
solutions

Vision
Living better as we age

Mission
Creating vibrant communities that enhance 
people’s lives
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OUR CORE BUSINESS

Benevolent Aged Care’s core business or reason for being is:

Key services that will be initiated by the Board and developed and delivered 
by management and staff now and in the future are:

• Residential Aged Care

• Possible future services 
Retirement Living - Independent Living Units (ILUs) and care delivered to 
individuals living in ILUs

Provide accommodation and 
services to support frail, aged 
and vulnerable members of our 
community
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The leadership group considered four (4) scenarios for Benevolent Aged Care over 
the next ten (10) years to 2027

BENEVOLENT AGED CARE’S  
FUTURE STRATEGIC SCENARIOS

The leadership agreed that this scenario 
would be pro-actively pursued over the 

next 5 years 2017 - 2022

The leadership group agreed that 
Benevolent Aged Care would be more 

vulnerable to takeover by a larger 
provider if it simply stayed the same.

The leadership group considered this 
scenario developing a second site as a 

specialist dementia village

The leadership group considered 
this scenario but rejected it at 

present, may reconsider sale in the 
future

SCENARIO ONE 
‘Stay as we are’

SCENARIO THREE 
Local Growth and 

Expansion

SCENARIO TWO 
Local Growth and 

Expansion

SCENARIO FOUR 
Sell or Amalgamate

Scenario 1 was 
rejected

Scenario 3 was 
supported

Scenario 2 was 
considered

Scenario 4 was 
rejected

• Remain community owned 
and operated with a focus on 
Rockhampton 

• Continue operating residential age 
care services

• Complete stage 5 project as part of 
the current site’s Master Plan

• Add 36 new aged care beds  to the 
existing site

• Remain community owned 
and operated with a focus on 
Rockhampton 

• Establish a second campus/site in 
Rockhampton

• Current site (site 1): Enablement model 
of care and Palliative care with specific 
Dementia care

• New site (site 2): Integrated site with 
Residential Care and Retirement Living 
with Home Care to Retirement Village

• Site plans to support specialised care 
and accommodation on each site

• Remain community owned and 
operated with a focus on Rockhampton 

• Establish a second campus/site in 
Rockhampton

• Current site (site 1): Re-enablement 
model of care and Palliative Care

• New site (site 2): Specialist Dementia 
Village

• Site Master Plans to support specialised 
care and accommodation services on 
each site

• Sell current site and business to 
large state or national aged care 
provider (use scale funds to establish 
other community services e.g. 
housing project for the homeless)

• Amalgamation with large not-for-
profit community aged care provider 

• Benevolent Aged Care would be 
part of a larger entity continuing to  
provide aged care services 
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The key characteristics and 
components that will define 
Benevolent Aged Care by 
2022 are:

Accommodation Facilities

Re-development of current site accommodation 
options and facilities together with the acquisition 
of a second site and development of stage 1

Benevolent Living Model

Continually delivering high quality care with a 
focus the personal choice and re-enablement for 
residents

Care Services

An increased range of care services incorporating 
care to residents in independent living to 
residential care specialising in dementia and 
palliative care

Financially Sustainable

Our financial strategies will ensure we deliver on-
going profits, reduce our reliance on government 
fees and subsidies to fund our current and future 
strategic initiatives

Market Position

Significant increase in the Rockhampton 
Community’s awareness, acknowledgment 
and support of Benevolent Aged Care as a 
high quality provider of aged care services and 
accommodation options specialising in dementia 
care

Enabling Technology and 
Business Systems

Services will be supported by functioning and 
effective IT infrastructure and enabling systems

Partners and Alliances

Local partnerships and alliances will be 
established adding value and supporting our 
strategic initiatives

Flexible, Customer Focused 
Workforce

Our workforce will be well trained, focused on 
the customer/resident and comfortable using 
available technologies

Leadership Development

Continual leadership development of the Board 
to guide and lead the senior managers with the 
skills and experience to implement our strategic 
initiatives

BENEVOLENT AGED CARE’S  
DESIRED FUTURE BY 2022
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BENEVOLENT AGED CARE’S  
STRATEGIC ‘ROAD MAP’ TO 2022

JUNE
2017

DEC
2017

DEC
2018

DEC
2019

DEC
2020

DEC
2021

DEC
2022

STRATEGIC INTENT

TIME

STRATEGIC INITIATIVE 2

Expand and Enhance our Infrastructure

STRATEGIC INITIATIVE 1

Enhance Our Service Design

STRATEGIC INITIATIVE 3

Strengthen Our Market Position

STRATEGIC INITIATIVE 4

Developing Leaders and Growing Our Team

The Strategic ‘Road Map’ 
for Benevolent Aged 
Care is founded on a 
clear appreciation of our 
current and future external 
environments.

Our response to those environments and the 
achievement of our vision, mission and desired 
future will be delivered through the achievement 
of five strategic initiatives.

The Benevolent Aged Care’s Board’s success in 
achieving these Strategic Initiatives will depend 
on the achievement of the associated strategic 
objectives.  The strategic objectives will also 
provide the CEO with the authority and direction 
required.
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PLANNING FRAMEWORK  
BENEVOLENT AGED CARE

The strategic planning 
framework (next page) 
depicts Benevolent 
Aged Care’s strategic 
plan, operational plans, 
organisational development 
plans and planning tools that 
will be used to implement, 
monitor and review our 
strategic initiatives.

The key components and processes of the planning framework are:

1.  The allocation of the various strategic objectives contained in the 
strategic plan will be delivered through the allocation matrix, operational 
and organisational plans

2.  Protecting the organisation and its services are the various organisational 
development plans e.g. Education and Development Plan

3.  The implementation of the strategic plan, operational plans and 
organisational development plans is the prime responsibility of the CEO

4.  The monitoring of progress and annual reviewing of the strategic plan 
and agreed organisational development plans is the prime responsibility 
of the Board
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Benevolent Aged 
Care 

STRATEGIC PLAN
2017 - 2022

Risk Management 
System

CEO Status Reports

IT Plan

Annual 
Operational Plan

IWPs

Workforce 
Plan

Strategic 
Finance 

Plan

Marketing & 
Communication 

Plan

Master Site/s
Plans

Strategic Plan 
Allocation Matrix

*IWPs - Individual Work Plan
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4 STRATEGIC 
INITIATIVES  
BENEVOLENT
AGED CARE
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01 ENHANCE OUR 
SERVICE DESIGN

The ‘Benevolent Way’ will guide the development of our 
supporting services that ensures Benevolent Aged Care 
is a customer focused care provider

Our key performance indicators will be:

• The ‘Benevolent Way’ approved and documented

• Additional services operating on Campus 1

• All new/revised systems implemented
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Strategic Objectives Measures of  Success Who and When

1 Develop the “Benevolent Way” 
evolving service and care model 
to support the market now and 
into the future.  This model will 
differentiate our brand,  as well as 
guide our campus developments.

• The “Benevolent Way” Model of care for campus 1 & 2 documented, 
approved and communicated

• Campus 1 will continue to deliver our core services of dementia, 
palliative and re-enablement

• Campus 2 Possible options for this campus include ILU, assisted living, 
true ageing in place, customer for life concept

• Resident/Family Satisfaction Surveys results and trends of

CEO/DON/Consultant
March 2018 

CEO/QC Annually

2 The Benevolent Way/Model of 
Care at Campus 1 & 2 will be 
financially viable and sustainable

• Campus 2 Financial modelling budgets & feasibility reports tabled and 
approved

• Profit & Loss reports show continued viability of Benevolent Aged Care

Board/CEO/SLT 
Consultants
March 2018 

Annually

3 Develop and implement a strategy 
to diversify revenue streams in 
preparation for de-regulation, 
competition, increase consumer 
expectations and consumer 
directed care.

• Commission research  and develop suite of additional services (user 
pays) for Campus 1

• Campus 2 is established as viable commercial option

CEO/SLT
Campus 1 March 2018 

Campus 2 TBA 

4 Ensure integrated IT Systems, 
technology and efficient processes 
to support strategic objectives.

• Develop and implement overarching IT plan

• Implement and deliver on time within agreed budget systems will 
incorporate HR/Finance/Care/Quality/assistive technology

• Major upgrade to IT & Communications backbone infrastructure and 
new technologies at Campus 1 implemented

• Commission research and implementation of futuristic assistive 
technology for Campus 2

• Post evaluation surveys confirm system implemented and operating 
efficiently

CEO/IT Consultant/ 
IT Committee/

Maintenance Manager
2020
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02 EXPAND AND ENHANCE 
OUR INFRASTRUCTURE

Benevolent Aged Care will re-develop its current 
residential care site, grow and expand its aged care 
services and accommodation options

Our key performance indicators will be:

• Master site plan completed for current site (Campus 1)

• Re-development of Campus 1

• Acquisition of second site in Rockhampton

• Stage 1 at Campus 2 completed and operational

• Sales/occupancy targets met or exceeded

• Additional 36 beds activated
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Strategic Objectives Measures of  Success Who and When

1 Commission a market research project of future aged 
care accommodation and service options/models for 
elderly members of the Rockhampton community 
with a focus on independent living with care services 
and develop a feasibility study and business case 
assessment for the development of Benevolent Aged 
Care’s Campus 2

Campus 2 business case/options report tabled for 
review

CEO/Consultant/
Development and Facilities 

Committee 
March 2018

2 Complete a strategic review of Master Site Plan for 
Campus 1, including a review of Stage 5 construction 
project, to ensure core services are protected in a de-
regulated environment

Revised Master Site Plan approved by Board

CEO/Development and 
Facilities Committee/

Consultants 
June 2018

3 Implement the re-development and/or re-purposing 
of Campus 1 

Building renovations/capital works & soft 
refurbishment completed for Campus 1 on-time 
on-budget and to agreed specifications

CEO/Development and 
Facilities Committee/Board 

June 2020

4 Develop a Master Site Plan for Campus 2

Master Site Plan approved by Board

CEO/Consultant/
Development and Facilities 

Committee 
June 2020

5 Implement the development of the Campus 2 build 
(Stage 1) New facilities (Stage 1) at Campus 2 constructed and 

commissioned.

CEO/Consultant/
Development and Facilities 

Committee 
June 2022
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03 STRENGTHEN OUR
MARKET POSITION

The Benevolent Aged Care profile will be widely 
known, aspirational, attracting residents, quality staff, 
volunteers and local partners

Our key performance indicators will be:

• Revised brand and communication tools  implemented

• Results and outcomes of the marketing and communication plan

• Sales targets met or exceeded for second campus development

• Occupancy rates met or exceeded
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Strategic Objectives Measures of  Success Who and When

1 Raise the Benevolent Aged Care profile in 
the region by rebranding our organisation to 
align with the strategic objectives and board 
determined market position. 

• Branding strategy researched, developed, implemented and 
communicated 

• Revised/new brand developed and approved

• Unique selling proposition approved and implemented

CEO/Marketing Consultant
September 

2018

2 Develop and implement a strategic marketing 
and communication plan.  Our work will 
be well known, aspirational and attract 
residents, quality staff, volunteers as well as 
local partners.

• Market research report completed – ‘Understanding our 
Customers’

• Marketing and Communications Plan developed and 
implemented

• Occupancy rate – campus 1 > 98%

• Occupancy rates meet or exceed targets set for any new 
development on Campus 2

Board/CEO/Marketing 
Consultant 

2022

3 Investigate and develop partnerships with 
local credible organsiations that support our 
strategic objectives

• Local partner strategy researched & documented e.g. creative 
solutions / government, joint venture, private developers

• Partnership agreement/s documented and approved

• Agreement with Central Queensland University and student 
placed with Benevolent Aged Care

CEO/Consultant 
Senior Leadership Team 

2022
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04
Benevolent Aged Care will continue to invest in the 
development of its people; the Board, management, 
staff and volunteers, in an environment of support and 
accountability ensuring the right structures with the 
right people delivering our strategic initiatives

Our key performance indicators will be:

• Revised constitution implemented

• Revised governance and organisational structures implemented and reviewed annually

• Board and staff skills matrix meet the skill set requirements of Benevolent Aged Care

• Staff are positively engaged and contributing to their workplace objectives

• Staff are satisfied with the support from management

• Cumulative results and trends of Board, management and staff annual reviews

DEVELOPING LEADERS AND 
GROWING OUR TEAM
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Strategic Objectives Measures of  Success Who and When

1 Revised governance processes and practices 
to ensure making decisions is effective and 
considered best practise

Board Governance Improvement Action Plan 
developed & implemented within agreed timeframes

Board/CEO/Consultant/ 
Legal Advisor

June 2018

2 Develop and implement strategic workforce 
planning to meet organisational goals

• Annual Workforce Plan along with KPIs, 
developed and actioned, incorporating an 
organisational restructure and redesign 

• KPIs:-

-  Skills Matrix 95% in place
-  Results and trends of staff & resident 

satisfaction surveys
-  3 year Accreditation achieved
-  Succession Planning implemented
-  Training plans developed and implemented
-  Organisational Performance Framework 

implemented and reviewed annually

CEO/SLT/Consultant
Annual

3 Ensure a culture of customer service is 
embedded at Benevolent Aged Care

• Results and trends of resident annual survey

• Performance reviews and staff surveys indicate 
a culture of service

• Staff are positively engaged and contributing to 
their workforce objectives

CEO/HR/Admin Manager
Annual
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BIG PICTURE  
TRENDS AND ISSUES

Big Trends and 
Issues Summary

Impacts and implications  
for Benevolent Aged Care

• Significant government reforms across 
aged and community care industries

• 136 Bed licences not operational in 
Rockhampton

• Roll out of aged and community care 
reforms

• De-regulation of community care 
services from February 2017

• Greater ‘user’ choice of services and 
support

• Government implementing user pay 
models

• Increasing competition for funding and 
customers

• New ‘interruptive models’ in Home Care, 
Residential Care and Retirement Living

• Focus on ‘normalising’ dementia care

• Review of current funding instrument 
(ACFI)

• Use of available technologies to improve 
efficiencies and customer experience 
e.g. tele-medicine and robotics

• Increasing regulation and compliance 
for providers

• Review of the Aged Care standards

• Industry consolidation continues

• Increasing social challenges such as 
mental health, drug and alcohol abuse, 
domestic violence

• Ageing demographic over the next 30 
years – significant increase in over 65 
and over 80 population in this period

• Heavy focus on wellness and health for 
older people

• Continue shift to higher (sub-acute) care 
needs with shorter stays in residential 
care

• Large NfPs moving into regional 
Australia

• Residents presenting older and more 
frail

• Residential aged care moving to high 
care, sub-acute care and end of life care

• Must think and act commercially in the 
new marketplace environment 

• Critical that we know and understand 
our operating costs and margins

• Increasing competition in potentially 
new ’players’ 

• Brand positioning and connection to 
customers will be critical

• Develop our value proposition and take 
to the market

• Further and on-going development and 
education of staff to ensure skilled and 
customer focused 

• Need evidence to support our market 
position e.g. case studies, stories of 
success

• Decreasing occupancy rates

• Diminishing financial performance

• Partnership and collaborations will be 
critical

• Time for action on our future direction

• Potential growth opportunities
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Aged Care ‘Road 
Map’ Reforms

The impacts and 
implications of 
further review 
and tightening 

to aged care 
funding 
models

Our imperatives
to renovate
our ageing

facilities / buildings

       Recruitment,
       retention and
      competition for
        skilled and
  experienced staff,
    particularly in
rural & regional
     Australia

Impacts and 
implications of 

increasing
legislation regulations

and standards

Community 
recognition and 

acknowledgmentThe
transition to

our next
chairperson &

CEO &
recruitment of

Board members

Competition 
from larger state 

and national 
providers

Our size & 
capacity to deliver 

a full range of 
aged care services 

into the future

Working 
collaboratively with 

local partners

Our ability to
raise capital

to invest in future 
building projects (site 2)

Meeting the 
needs and 

expectations of our 
residents and their 
families, with more 

choice

The increase
in the average 

age and reduced 
length of stay 

for residents in 
residential

aged
care
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The Board and 
Management examined 
the Key Drivers both 
in and on Benevolent 
Aged Care as at 2017.  
These are summarised 
here:

PAGE 25



SWOT ANALYSIS

A summary of Benevolent Aged Care’s strengths, weaknesses, opportunities and threats:

Strengths

• Strong financial position and profitable
• Reputation as a high quality care 

provider in Rockhampton
• Stable and engaged leadership
• Committed, reliable and loyal staff
• Supportive Board
• In house services for catering and 

laundry
• Excellent location - health services hub
• Dynamic clinical team
• Established provider with a long 

history in the community
• High occupancy

Weaknesses

• Lack of diversity in accommodation 
and care services 

• Continued reliance on government 
funding 

• Land locked - no options to expand 
services to adjoining land

• Rigid care and business models 
• Stand alone small-medium aged care 

provider
• Limited promotion and selling of our 

care and service offerings 
• Regional location increases costs of 

doing business
• Little or no partnerships in place 
• ‘Low’ appetite for risk 
• Limited preparation to compete in the 

marketplace environment
• Ambiguity surrounding Strategic 

Direction
• Lack of scale
• Limited catchment area
• Small management team wearing 

multiple hats – limited specialist skills
• Current facilities/stock in ageing

Opportunities

• Revisit Care model on current site
• Research options to expand our service 

provision e.g.
- Dementia Village/specialists
- Introduce a retirement village 
- Independent living accommodation option
- Establish home care 
- Expand palliative care and end of life care 

services 
- Set up Catering Company

• Pursue partnerships and alliances with 
organisations who can enhance or expand 
our accommodation and care options e.g. 
- Local Universities 
- Specialist service providers
- Other aged care providers, incl. Home Care

• Further develop our re-enablement model 
of care 

• Establish Hospice Care models for terminally 
ill residents 

• Consider existing aged care and deliver other 
social and community services

• Investigate ‘cheap’ land to purchase and 
develop 2nd site

• Options for senior village and supportive 
housing models

Threats

• Competition of existing and new aged 
care providers. We are surrounded 
by large state or national aged care 
providers

• Rockhampton economic environment 
impacting on housing market

• Federal government policy and 
funding reforms 

• New aged care marketplace - 
deregulation and CDC

• Continued consolidation of the 
marketplace. Benevolent Aged Care is 
the only stand alone community based 
NfP provider in Rockhampton

• New, innovative care, service and 
accommodation models

• Increased competition for staff and 
management
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STRATEGIC DEVELOPMENT 
OPTIONS

Option One:   Grow and develop organisation on our own

Option Two:   Strategic partnerships or alliances

Option Three: Mergers, amalgamations and acquisitions

Option Four:  Sell or Close

Benevolent Aged Care’s agreed strategic development 
options for the next 5 years:

• Grow and develop on our own

• Continue working with partners and alliances 

• Mergers and amalgamations will also be considered 

• Selling or closing were not considered options at this 
time.

Benevolent Aged Care has four strategic development 
options:

Grow and
Go on our

Own

Sell or Close

Strategic
Partnerships

and 
Alliances

Mergers,
Amalgamations
or Acquisitions

Agreed
Strategic

Development
Options

Agreed
Strategic

Development
Options
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STRATEGIC COMPETITIVE 
ADVANTAGE

Benevolent Aged Care’s 
Board and staff need 
to understand and 
continually strengthen 
the organisation’s 
competitive advantage

What will keep 
us effective 

and relevant?

What will be 
unique and 
distinctive 

characteristics 
that will keep 

us successful in 
the future?

Enhancing the quality of life to those in our care

Two sites offering 
accommodation and 
care services that meets 
the needs of our future 
residents

Acknowledged and 
recognised as a high 
quality provider of 
accommodation and care 
options 

Benevolent Aged Care 
service model built around 
exceptional care and 
dementia speciality

Our ability to continually 
operate profitably and to 
fund our second site and 
development

Established partnerships 
and alliances adding 
value to service and 
accommodation offerings

Continued strong 
leadership from the 
Board and management 
partnership

Contemporary 
Facilities

Recognisable Brand

Innovative Care 
Model

Financial 
Sustainability

Partnerships and 
Alliances

Stable Leadership
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KEY INTERNAL AND 
EXTERNAL STAKEHOLDERS

The internal stakeholders are those 
stakeholder groups which come 
together to form the organisation 
known as Benevolent Aged Care:
The external stakeholders are those stakeholder groups which 
connect or engage with Benevolent Aged Care. We recognise that 

in the future we could strengthen and further develop:

• The relationship and interaction of its own internal 
stakeholders  with each other as well as to Benevolent Aged 
Care’s strategic direction.

• The relationship with each external stakeholder group

In order to achieve the aforementioned, Benevolent Aged Care 

will:

• Improve communication with all stakeholders/community

• Improve the commitment and contribution of stakeholders

• Ensure open, transparent and accountable processes

• Inform all internal and external stakeholders how Benevolent 
Aged Care is progressing in the implementation of its strategic 
plan.

Volunteers

INTERNAL STAKEHOLDERS

EXTERNAL STAKEHOLDERS

Government 
Agencies

CEO

StaffBoard

Partners

Families & 
Carers

Our 
Residents

Financial 
Institutions

Government 
Agencies

Local 
Community

Supporters & 
Donors

Media
Funding 
Bodies

Consultants

Department 
of Health

Volunteers
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COMMITTEES TASKFORCES

GOVERNANCE & 
ORGANISATIONAL STRUCTURE

G
O
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R
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A
T

IO
N

S

Development and 
Facilities

Project Control Group

Advisors/Consultants

Finance, Audit and Risk

Governance

IT Committee

Rockhampton 
Benevolent Homes Society Inc.  

Benevolent Aged Care 

Services Ltd

Board of Directors

Chief Executive Officer

Clinical Governance

Director of Nursing Catering Manager HR/Admin Manager

Clinical Nurse Consultant Catering Staff Administration Staff

Medical Clerk Support Services Manager Quality Coordinator

Activities Officers Cleaning/Laundry Staff Admissions Officer

Maintenance Staff

L2 Team Leaders Maintenance Manager

Registered Nurses

Enrolled Nurses

Carers

Resident Support Services Administration Services

KEY:
Executive Management Team

Operational Management Team

Resident Care Team

Resident Support Services Team

Administration Team
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STRATEGIC RISKS 
OF OUR STRATEGIC ‘ROADMAP’

Key Strategic Risks Risk Rating Strategies to minimise or mitigate strategic risks

Likelihood Consequences

Financial 
Performance

Residential care 
services do not 
return surpluses

Certain
Almost Certain
Likely
Unlikely
Rare

 �

 �

 �

 5

 �

Trivial
Minor
Moderate
Substantial
Intolerable

 �

 �

 �

 5

 �

• Develop and robustly monitor budgets to meet agreed financial targets 
• Establish staff to revenue ratios and ensure these targets are continually met
• Continue to uplift ACFI funding
• Develop and implement strategies to maximise occupancy
• Develop financial monitoring tools
• Ensure the true costs and margins are developed and incorporated in our budgets
• Develop and regularly review a three year strategic financial plan.

Workforce

Inability to attract 
and retain high 
quality workforce

Certain
Almost Certain
Likely
Unlikely
Rare

 �

 �

 5

 �

 �

Trivial
Minor
Moderate
Substantial
Intolerable

 �

 �

 �

 5

 �

• HR management and recruitment in-house
• Develop and implement Education and Development Plan
• Recruit new staff with skills and attitude who will embrace a shared culture and our 

values and who will enhance the achievements of our strategic initiatives
• Review performance management systems for Benevolent Aged Care
• Review all position/role descriptions to include KPl’s.

Key Personnel

Loss of key 
personnel

Certain
Almost Certain
Likely
Unlikely
Rare

 �

 �

 5

 �

 �

Trivial
Minor
Moderate
Substantial
Intolerable

 �

 �

 �

 5

 �

• Regularly review the CEO’s performance against agreed performance measures 
• Ensure all employment and performance measures are documented
• Review the current organisational structure and ensure we have the right people in the 

right positions
• Continue to develop skills and knowledge for the management team
• Develop recruitment strategy including succession planning for the Board, CEO and 

staff
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Key Strategic Risks Risk Rating Strategies to minimise or mitigate strategic risks

Likelihood Consequences

Market Deregulation

Deregulation leads to 
increased competition and 
reduction in market share

Certain
Almost Certain
Likely
Unlikely
Rare

 �

 �

 5

 �

 �

Trivial
Minor
Moderate
Substantial
Intolerable

 �

 �

 �

 5

 �

• Regularly monitor the local Rockhampton aged care market
• Develop our unique service model to meet the needs of our current and 

future residents and their families
• Research and develop opportunities for local partnerships and alliances 

with organisations to support and enhance our strategic initiatives
• Complete market research of future needs of elderly community members 

in Rockhampton

Competitors

Large aged care providers 
acquiring smaller providers 
and reducing our market 
share

Certain
Almost Certain
Likely
Unlikely
Rare

 �

 �

 5

 �

 �

Trivial
Minor
Moderate
Substantial
Intolerable

 �

 �

 �

 5

 �

• Complete comprehensive research on future regional demographics
• Research and develop opportunities for local partnerships and alliances 

with organisations to support and enhance our strategic initiatives
• Research and develop a second site in Rockhampton to increase our size 

and service range

‘Customer’ Choice

Residents and their families 
choose other providers with 
more contemporary facilities 
and resources

Certain
Almost Certain
Likely
Unlikely
Rare

 �

 �

 5

 �

 �

Trivial
Minor
Moderate
Substantial
Intolerable

 �

 �

 �

 5

 �

• Ensure our residential care services operate profitably
• Develop revised Master Site Plan for site 1 and Master Site Plan for site 2
• Using contemporary project management, develop and implement facility 

upgrade and rebuild projects

PAGE 33



PAGE 34



ENDORSEMENT

The Benevolent Aged Care Board have reviewed and discussed the Benevolent Aged Care Strategic Plan and have agreed 
to support and finance its implementation subject to detailed and agreed financial documentation being presented, 
when and where required.

The Benevolent Aged Care Board seeks the implementation of the Benevolent Aged Care Strategic Plan via the Chief 
Executive Officer.  The quarterly monitoring and annual reviewing of the Strategic Plan is the responsibility of the 
Benevolent Aged Care Board.

Alison Moss 
Chief Executive Officer

Benevolent Aged Care
60 West St
Rockhampton QLD 4700

T :  07 4837 0300
E : ceo@benevolent.com.au

Kevin Hogan
Chairman

Alison Moss
Chief Executive Officer

Dated:

Dated:

Patrick Herd 
Principal Consultant
 
Community Business Australia
Post Office Box 227
PADDINGTON BC Queensland 4064

T : 07  3368 2575  
M : 0404 646 961
E : patrick@cbanow.com.au
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