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This last year has marked a number of significant milestones in the history 
of Twilight Aged Care.

3. Develop our people and our service model 

4. Broaden our impact

These strategies are now being enacted and 
provide the organisation with a renewed sense of 
energy and direction as we work towards being 
a preferred provider of quality care services in 
our communities. 

Additionally, our organisational values have been 
refreshed, with Integrity now added to our existing 
value set which consists of: Respect, Compassion 
and Commitment. These values are critical to our 
ongoing success and are reflected in all we do. Our 
1926 Memorandum and Articles of Association has 
also been updated and replaced with a Constitution 
which reflects a contemporary business and 
good governance. 

During the year internal reporting has been 
streamlined with the introduction of Balanced 
Scorecard Reporting, which provides Directors and 
the Executive with monthly benchmarked reports 
for operational and strategic initiatives. 

In early 2015 Twilight Aged Care celebrated its 
centenary, recognising the significant commitment 
made to ageing women (and now men) in the 
north of Sydney since 1915. After 10 years of 
leadership Mr John Stuart retired from his position 
of CEO. John will be remembered for successfully 
transitioning the business during a time of 
incredible change and growth within the aged care 
industry. In August, with the appointment of a new 
CEO, the organisation has continued to evolve and 
adapt to ensure that Twilight Aged Care remains 
relevant in a changing aged care landscape. 

Throughout the year the Board and Executive have 
worked incredibly hard to ensure Twilight Aged 
Care remains a viable, vibrant aged care business 
supporting the needs of our community. One of 
the most significant achievements has been the 
development of the Strategic Plan which provides 
a roadmap for the next three years. The strategy 
focuses on four key result areas: 

1. Focus on our finance imperatives and 
strengthening our organisation 

2. Enhance our facilities 

Aged Care’. At the time of preparing this report the 
project was reaching implementation phase, with 
a number of strategies to be introduced to ensure 
residents get the most appropriate care in the most 
appropriate setting. 

During the year Twilight Aged Care has had  
a number of successes and the business is in  
a strong position to move forward. This has been 
as a result of the tireless work of many people at all 
levels of the organisation. So we would like to take 
this opportunity to sincerely thank our Directors, 
Executive, Managers, Staff and Volunteers who 
together continue to deliver a compassionate and 
caring aged care service. 

All homes are now regularly achieving and maintaining 
resident occupancy above our internal benchmark of 
94%. We have also retained continued compliance 
following contact visits by the Australian Aged Care 
Quality Agency at all four facilities. 

Operationally we have improved compliance and 
utility of our IT systems including: Moving on Audit, 
iCareHealth, Aged Care Channel, Doclinks and 
Ereq. A number of key policies have also been 
reviewed and updated including Emergency & 
Disaster Response Manual, Emergency Response 
Flipcharts, Privacy Policy and Risk Management.  

Our investment in our building and capital assets 
remains strong. Significant progress has been made 
on Horton House at Gordon with our new 45-
bed facility scheduled to be opened later this year; 
work is also commencing on a major refurbishment 
of Glengarry, Mosman and planning for the 
redevelopment of Jamieson House at Beecroft. 
Our initial plans to temporarily reside at Hunters 
Hill are to become a little more permanent as we 
work with the Hunters Hill Congregational Church 
to support a community based hub supporting 
elderly people in the community. 

We were also successful in a joint application 
to attend the NSW Health Agency for Clinical 
Innovation Health Redesign Program, in 
partnership with NSW Ambulance and Northern 
Sydney Local Health. Jamieson House Facility 
Manager, Ms Claire Banister-Jones, has been 
leading the PAC4RAC Project which aims to 
support ‘Providing Appropriate Care 4 Residents in 

Lesley Jordan

CEO

John Laurie

Chairman

FOREWORD

ALL HOMES ARE NOW REGULARLY ACHIEVING AND MAINTAINING  
RESIDENT OCCUPANCY ABOVE OUR INTERNAL BENCHMARK OF 94%
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Twilight Aged Care would like to pay homage to Mr John Laurie who has 
been instrumental in paving the way for the organisation over the past 14 
years and whose influence has shaped the future direction of the organisation. 

Capital Works & Strategic Partnerships
I presided over the sale of the original Twilight 
Aged Care residence, Onslow House, at Beauty 
Point. Economically it wasn’t viable and we 
purchased and upgraded a larger residential facility 
at Gladesville - Glades Bay Gardens; it helped us 
become more economically viable. 

From my first day in the role I understood that we 
must move toward end-of-life care and had many 
discussions about that with the previous CEO. I’m 
proud to say we are now well and truly on that 
path and have facility managers who are very in 
tune with that. The Board were also involved in 
the decision to redevelop the Gordon site, and 
I was very much involved in Hunters Hill and 
building a relationship with the Congregational 
Church to secure a long-term lease. 

I recognised that to develop further, the Board 
required experienced people in an array of areas 
and I moved to set up the committee system with 
a profit achieving objective.

I ensured that Twilight Aged Care increasingly 
recognised the group’s ‘jewel in the crown’ 
for strategic growth purposes – the ownership 
and lease of Mosman Private Hospital and 
Ophthalmic Centre.

What do you see in the future for Twilight Aged 
Care in a changing aged care landscape, and how 
do you think you’ve prepared the organisation 
to adapt and thrive?
It is important to ensure we have competent, 
capable staff at all levels of the organisation 
because if you haven’t got that, then you haven’t 
got the ability to look after the interests of the 
residents. We’re the second oldest not-for-profit 
aged care entity in NSW providing continuous 
service to the north side of Sydney. I feel one of 
our greatest assets is that we’re reasonably well 
endowed and not in debt. An important aspect 
of my leadership has been financial management; 
over the years we’ve had good financial advisors 
such as the chairperson of the Finance Committee, 
Greg Johnson (ex Rothschild) and ensuring good 
corporate governance.

Outgoing Chairman, John Laurie, started his career 
as an 18-year old working at iconic Australian 
company, CSR while simultaneously completing 
an Economics Degree at Sydney University; 
this laid the foundation for a strong commercial 
background and subsequent leadership roles within 
other prominent Australian firms where he built 
important business contacts and developed his 
strategic skills.

We recently asked John to reflect on his 14-year 
leadership contribution to Twilight Aged Care. 

As you look back on the progress of Twilight 
Aged Care during your time as Director 
and Chairman, what have been some of the 
greatest achievements?
One of the most important things early on was to 
reform the Board and attract people of high calibre, 
integrity, and who were relevant to the needs of 
the business and that we had a spread of skills and 
capabilities that encompassed the needs of the 
business. Growing up I was surrounded by strong-
minded women, having three sisters; this made me 
reflect on the benefits of having intelligent women 
properly represented on boards. Over my tenure I 
have campaigned to ensure a mix of both sexes on the 
Twilight Board, which was successful.

For me personally, another of the most important 
achievements as Chairman has been to, at all times, 
endeavour by word and deed, set the tone for Twilight 
of compassion and concern for the residents’ welfare, 
and equity and fairness in managing staffing issues.

Strategic & Succession Planning
During my time at Twilight I contributed to the 
most effective and focussed strategic planning 
process in 2016 alongside the current CEO 
Lesley Jordan. 

In deciding to retire it was important to keep an 
eye out for finding the right person to replace me; 
I worked out that Lorraine Lovitt was the right 
person to be the next Chair of Twilight Aged Care. 
Lorraine had been a Director at Twilight since 
2002, is a registered nurse and holds a senior role 
in the NSW Department of Health as a Lead in the 
Falls Prevention Program at the Clinical Excellence 
Commission (CEC). Lorraine has a passion for 
aged care and is committed and compassionate to 
the wellbeing of residents.

What are some of the biggest challenges ahead 
for the organisation?
The role of volunteers is going to become increasingly 
important; I observed my mother in action as a 
volunteer with Twilight Aged Care and realised the 
helpful role volunteers could bring to the organisation. 
Volunteers provide an independent source of comfort 
to residents and interest in their life, outside of carers; 
they also provide an independent source of morale 
for the staff. Appropriately trained volunteers can 
enrich the life of the resident; we have started the 
work of revitalising and formalising the volunteer 
program, but there is more work to be done. This is 
one of the ongoing challenges for Twilight which I am 
certain the organisation can manage. 

JOHN LAURIE 
SETTING A PATH FOR THE FUTURE 

4 5



RESPECTING CO-WORKERS, HONESTY, RESPONSIBLE BEHAVIOUR, TRUSTWORTHY, FOLLOWING POLICY/INSTRUCTIONS, KEEPING PROMISES, BEING COMMITTED, ACTING 

WITH HONESTY AND TELLING THE TRUTH, FINISHING WORK BEFORE DEADLINES, RESPONSIBILITY, TRUSTING WORK MATES, ACKNOWLEDGING MISTAKES, PASSING 

INFORMATION ON ACCURATELY, FULFILLING PROMISES, FOLLOWING RULES/REGULATIONS/POLICIES, FOLLOWING CARE PLANS FOR RESIDENTS’ NEEDS, BEING POLITE AND 

REPORTING ISSUES/ERRORS/BREACHES ETC, TAKING RESPONSIBILITY TO DO THE RIGHT THING, USING EQUIPMENT AND RESOURCES APPROPRIATELY, ETHICAL CONDUCT, 

ACCEPT OTHERS/PEOPLE, VALUED, TOLERANT, RESPECT RESIDENTS’ FEELINGS, RESPECT CULTURE/LEAVE, TREATING PEOPLE THE WAY YOU WOULD LIKE TO BE TREATED 

YOURSELF, PRIVACY, NON JUDGEMENTAL, DELIVERY CARE TO THEIR NEEDS, BEING PUNCTUAL, RESPECT LIKES AND DISLIKES, MAINTAINING A RESIDENT’S PRIVACY E.G. 

KNOCK BEFORE ENTERING, TREATING EVERYONE EQUALLY, FULFILLING RESIDENTS’ NEEDS – WISHES/LIKES/DISLIKES, ACCEPTING CULTURE AND BELIEFS/BEHAVIOURS AND 

ATTITUDES, WEARING APPROPRIATE CLOTHES AT WORK, BEING POLITE /TALKING CALMLY/GREETING PEOPLE IN A RESPECTFUL WAY, PUNCTUALITY, DOING YOUR JOB TO 

THE BEST OF YOUR ABILITY, TEAMWORK AND PATIENCE, BEING UNDERSTANDING, CLEAR COMMUNICATION- ADAPTING TO NEEDS � LET PEOPLE KNOW WHAT NEEDS TO 

BE DONE, ACTIVE LISTENING – ATTENTION, MAINTAIN ACTIVITIES OF DAILY LIVING AS PLANNED, BEING TOLERANT OF OTHERS, ADDRESS BY NAME IF KNOWN, CARING, 

UNDERSTANDING, KINDNESS, BEING CONSIDERATE, LISTENING WITHOUT JUDGING, SYMPATHETIC, EMPATHETIC, FREE OF SUFFERING OF OTHERS, EXPLAINING WHAT YOU 

ARE DOING – FEEL SAFE AND COMFORT, TALKING CALMLY, RESPECTING THEIR NEEDS AND WISHES, RESPONSIBLE FOR YOUR DUTIES, OFFERING ADVICE WHEN THERE IS A 

NEED, LISTENING WITHOUT INTERRUPTION/ALLOWING SPACE TO TALK, SPENDING TIME TO TALK/SHOW INTEREST, ARRANGEMENT OF FAMILY VISIT, RESPECTING AND 

UNDERSTANDING CULTURAL BEHAVIOURAL DIFFERENCES, DOING MORE THAN PROMISED OR AGREED, INVOLVING/INCLUSIVE, KEEPING FAMILIES INFORMED OF CHANGES, 

PROVIDING COMFORT AND SAFETY, RESPECTING PERSONAL SPACE & PRIVACY/CONFIDENTIALITY, BEING JUST/ FAIR, LOYAL, PROVIDING WHAT RESIDENTS LIKE, FEEDBACK 

- POSITIVE, UNDERSTANDING AND APPRECIATION, TRUST, REPORTING ON HAZARDS/RESIDENTS SICKNESS/DETERIORATION/RISKS/PROBLEMS/HARASSMENT INAPPROPRIATE 

BEHAVIOURS, WORKING TOGETHER AS A TEAM, FLOWING DUTY LISTS/PROCEDURE/POLICES AND FINISHING ALLOCATED JOBS, PUNCTUALITY, BEING TRUSTFUL AND 

HONEST, OPENNESS TO NEW IDEAS AND IMPROVEMENTS, TAKING INITIATIVE, BEING PRESENT AT WORK, LOYAL, TRUST, FAITHFUL, MARRIAGE, CARRY OUT ACTIONS/

PROMISES, HONOUR/NOW, BEING PUNCTUAL, WORKING TOGETHER/COLLABORATION, RESPECTING CO-WORKERS, HONESTY, RESPONSIBLE BEHAVIOUR, TRUSTWORTHY, 

FOLLOWING POLICY/INSTRUCTIONS, KEEPING PROMISES, BEING COMMITTED, ACTING WITH HONESTY AND TELLING THE TRUTH, FINISHING WORK BEFORE DEADLINES, 

RESPONSIBILITY, TRUSTING WORK MATES, ACKNOWLEDGING MISTAKES, PASSING INFORMATION ON ACCURATELY, FULFILLING PROMISES, FOLLOWING RULES/

REGULATIONS/POLICIES, FOLLOWING CARE PLANS FOR RESIDENTS’ NEEDS, BEING POLITE AND REPORTING ISSUES/ERRORS/BREACHES ETC, TAKING RESPONSIBILITY TO DO 

THE RIGHT THING, USING EQUIPMENT AND RESOURCES APPROPRIATELY, ETHICAL CONDUCT, ACCEPT OTHERS/PEOPLE, VALUED, TOLERANT, RESPECT RESIDENTS’ 

FEELINGS, RESPECT CULTURE/LEAVE, TREATING PEOPLE THE WAY YOU WOULD LIKE TO BE TREATED YOURSELF, PRIVACY, NON JUDGEMENTAL, DELIVERY CARE TO THEIR 

NEEDS, BEING PUNCTUAL, RESPECT LIKES AND DISLIKES, MAINTAINING A RESIDENT’S PRIVACY E.G. KNOCK BEFORE ENTERING, TREATING EVERYONE EQUALLY, FULFILLING 

RESIDENTS’ NEEDS – WISHES/LIKES/DISLIKES, ACCEPTING CULTURE AND BELIEFS/BEHAVIOURS AND ATTITUDES, WEARING APPROPRIATE CLOTHES AT WORK, BEING POLITE /

TALKING CALMLY/GREETING PEOPLE IN A RESPECTFUL WAY, PUNCTUALITY, DOING YOUR JOB TO THE BEST OF YOUR ABILITY, TEAMWORK AND PATIENCE, BEING 

UNDERSTANDING, CLEAR COMMUNICATION- ADAPTING TO NEEDS � LET PEOPLE KNOW WHAT NEEDS TO BE DONE, ACTIVE LISTENING – ATTENTION, MAINTAIN 

ACTIVITIES OF DAILY LIVING AS PLANNED, BEING TOLERANT OF OTHERS, ADDRESS BY NAME IF KNOWN, CARING, UNDERSTANDING, KINDNESS, BEING CONSIDERATE, 

LISTENING WITHOUT JUDGING, SYMPATHETIC, EMPATHETIC, FREE OF SUFFERING OF OTHERS, EXPLAINING WHAT YOU ARE DOING – FEEL SAFE AND COMFORT, TALKING 

CALMLY, RESPECTING THEIR NEEDS AND WISHES, RESPONSIBLE FOR YOUR DUTIES, OFFERING ADVICE WHEN THERE IS A NEED, LISTENING WITHOUT INTERRUPTION/

ALLOWING SPACE TO TALK, SPENDING TIME TO TALK/SHOW INTEREST, ARRANGEMENT OF FAMILY VISIT, RESPECTING AND UNDERSTANDING CULTURAL BEHAVIOURAL 

DIFFERENCES, DOING MORE THAN PROMISED OR AGREED, INVOLVING/INCLUSIVE, KEEPING FAMILIES INFORMED OF CHANGES, PROVIDING COMFORT AND SAFETY, 

RESPECTING PERSONAL SPACE & PRIVACY/CONFIDENTIALITY, BEING JUST/ FAIR, LOYAL, PROVIDING WHAT RESIDENTS LIKE, FEEDBACK - POSITIVE, UNDERSTANDING AND 

APPRECIATION, TRUST, REPORTING ON HAZARDS/RESIDENTS SICKNESS/DETERIORATION/RISKS/PROBLEMS/HARASSMENT INAPPROPRIATE BEHAVIOURS, WORKING TOGETHER 

AS A TEAM, FLOWING DUTY LISTS/PROCEDURE/POLICES AND FINISHING ALLOCATED JOBS, PUNCTUALITY, BEING TRUSTFUL AND HONEST, OPENNESS TO NEW IDEAS AND 

IMPROVEMENTS, TAKING INITIATIVE, BEING PRESENT AT WORK, LOYAL, TRUST, FAITHFUL, MARRIAGE, CARRY OUT ACTIONS/PROMISES, HONOUR/NOW, BEING PUNCTUAL, 

WORKING TOGETHER/COLLABORATION, RESPECTING CO-WORKERS, HONESTY, RESPONSIBLE BEHAVIOUR, TRUSTWORTHY, FOLLOWING POLICY/INSTRUCTIONS, KEEPING 

PROMISES, BEING COMMITTED, ACTING WITH HONESTY AND TELLING THE TRUTH, FINISHING WORK BEFORE DEADLINES, RESPONSIBILITY, TRUSTING WORK MATES, 

ACKNOWLEDGING MISTAKES, PASSING INFORMATION ON ACCURATELY, FULFILLING PROMISES, FOLLOWING RULES/REGULATIONS/POLICIES, FOLLOWING CARE PLANS FOR 

RESIDENTS’ NEEDS, BEING POLITE AND REPORTING ISSUES/ERRORS/BREACHES ETC, TAKING RESPONSIBILITY TO DO THE RIGHT THING, USING EQUIPMENT AND 

RESOURCES APPROPRIATELY, ETHICAL CONDUCT, ACCEPT OTHERS/PEOPLE, VALUED, TOLERANT, RESPECT RESIDENTS’ FEELINGS, RESPECT CULTURE/LEAVE, TREATING 

PEOPLE THE WAY YOU WOULD LIKE TO BE TREATED YOURSELF, PRIVACY, NON JUDGEMENTAL, DELIVERY CARE TO THEIR NEEDS, BEING PUNCTUAL, RESPECT LIKES AND 

DISLIKES, MAINTAINING A RESIDENT’S PRIVACY E.G. KNOCK BEFORE ENTERING, TREATING EVERYONE EQUALLY, FULFILLING RESIDENTS’ NEEDS – WISHES/LIKES/DISLIKES, 

ACCEPTING CULTURE AND BELIEFS/BEHAVIOURS AND ATTITUDES, WEARING APPROPRIATE CLOTHES AT WORK, BEING POLITE /TALKING CALMLY/GREETING PEOPLE IN A 

RESPECTFUL WAY, PUNCTUALITY, DOING YOUR JOB TO THE BEST OF YOUR ABILITY, TEAMWORK AND PATIENCE, BEING UNDERSTANDING, CLEAR COMMUNICATION- 

ADAPTING TO NEEDS � LET PEOPLE KNOW WHAT NEEDS TO BE DONE, ACTIVE LISTENING – ATTENTION, MAINTAIN ACTIVITIES OF DAILY LIVING AS PLANNED, BEING 

TOLERANT OF OTHERS, ADDRESS BY NAME IF KNOWN, CARING, UNDERSTANDING, KINDNESS, BEING CONSIDERATE, LISTENING WITHOUT JUDGING, SYMPATHETIC, 

EMPATHETIC, FREE OF SUFFERING OF OTHERS, EXPLAINING WHAT YOU ARE DOING – FEEL SAFE AND COMFORT, TALKING CALMLY, RESPECTING THEIR NEEDS AND WISHES, 

RESPONSIBLE FOR YOUR DUTIES, OFFERING ADVICE WHEN THERE IS A NEED, LISTENING WITHOUT INTERRUPTION/ALLOWING SPACE TO TALK, SPENDING TIME TO TALK/

SHOW INTEREST, ARRANGEMENT OF FAMILY VISIT, RESPECTING AND UNDERSTANDING CULTURAL BEHAVIOURAL DIFFERENCES, DOING MORE THAN PROMISED OR AGREED, 

INVOLVING/INCLUSIVE, KEEPING FAMILIES INFORMED OF CHANGES, PROVIDING COMFORT AND SAFETY, RESPECTING PERSONAL SPACE & PRIVACY/CONFIDENTIALITY, 

BEING JUST/ FAIR, LOYAL, PROVIDING WHAT RESIDENTS LIKE, FEEDBACK - POSITIVE, UNDERSTANDING AND APPRECIATION, TRUST, REPORTING ON HAZARDS/RESIDENTS 

SICKNESS/DETERIORATION/RISKS/PROBLEMS/HARASSMENT INAPPROPRIATE BEHAVIOURS, WORKING TOGETHER AS A TEAM, FLOWING DUTY LISTS/PROCEDURE/POLICES AND 

FINISHING ALLOCATED JOBS, PUNCTUALITY, BEING TRUSTFUL AND HONEST, OPENNESS TO NEW IDEAS AND IMPROVEMENTS, TAKING INITIATIVE, BEING PRESENT AT 

WORK, LOYAL, TRUST, FAITHFUL, MARRIAGE, CARRY OUT ACTIONS/PROMISES, HONOUR/NOW, BEING PUNCTUAL, WORKING TOGETHER/COLLABORATION, RESPECTING 

CO-WORKERS, HONESTY, RESPONSIBLE BEHAVIOUR, TRUSTWORTHY, FOLLOWING POLICY/INSTRUCTIONS, KEEPING PROMISES, BEING COMMITTED, ACTING WITH HONESTY 

AND TELLING THE TRUTH, FINISHING WORK BEFORE DEADLINES, RESPONSIBILITY, TRUSTING WORK MATES, ACKNOWLEDGING MISTAKES, PASSING INFORMATION ON 

ACCURATELY, FULFILLING PROMISES, FOLLOWING RULES/REGULATIONS/POLICIES, FOLLOWING CARE PLANS FOR RESIDENTS’ NEEDS, BEING POLITE AND REPORTING ISSUES/

ERRORS/BREACHES ETC, TAKING RESPONSIBILITY TO DO THE RIGHT THING, USING EQUIPMENT AND RESOURCES APPROPRIATELY, ETHICAL CONDUCT, ACCEPT OTHERS/

PEOPLE, VALUED, TOLERANT, RESPECT RESIDENTS’ FEELINGS, RESPECT CULTURE/LEAVE, TREATING PEOPLE THE WAY YOU WOULD LIKE TO BE TREATED YOURSELF, PRIVACY, 

NON JUDGEMENTAL, DELIVERY CARE TO THEIR NEEDS, BEING PUNCTUAL, RESPECT LIKES AND DISLIKES, MAINTAINING A RESIDENT’S PRIVACY E.G. KNOCK BEFORE 

ENTERING, TREATING EVERYONE EQUALLY, FULFILLING RESIDENTS’ NEEDS – WISHES/LIKES/DISLIKES, ACCEPTING CULTURE AND BELIEFS/BEHAVIOURS AND ATTITUDES, 

WEARING APPROPRIATE CLOTHES AT WORK, BEING POLITE /TALKING CALMLY/GREETING PEOPLE IN A RESPECTFUL WAY, PUNCTUALITY, DOING YOUR JOB TO THE BEST OF 

YOUR ABILITY, TEAMWORK AND PATIENCE, BEING UNDERSTANDING, CLEAR COMMUNICATION- ADAPTING TO NEEDS � LET PEOPLE KNOW WHAT NEEDS TO BE DONE, 

ACTIVE LISTENING – ATTENTION, MAINTAIN ACTIVITIES OF DAILY LIVING AS PLANNED, BEING TOLERANT OF OTHERS, ADDRESS BY NAME IF KNOWN, CARING, 

UNDERSTANDING, KINDNESS, BEING CONSIDERATE, LISTENING WITHOUT JUDGING, SYMPATHETIC, EMPATHETIC, FREE OF SUFFERING OF OTHERS, EXPLAINING WHAT YOU 

ARE DOING – FEEL SAFE AND COMFORT, TALKING CALMLY, RESPECTING THEIR NEEDS AND WISHES, RESPONSIBLE FOR YOUR DUTIES, OFFERING ADVICE WHEN THERE IS A 

NEED, LISTENING WITHOUT INTERRUPTION/ALLOWING SPACE TO TALK, SPENDING TIME TO TALK/SHOW INTEREST, ARRANGEMENT OF FAMILY VISIT, RESPECTING AND 

UNDERSTANDING CULTURAL BEHAVIOURAL DIFFERENCES, DOING MORE THAN PROMISED OR AGREED, INVOLVING/INCLUSIVE, KEEPING FAMILIES INFORMED OF CHANGES, 

PROVIDING COMFORT AND SAFETY, RESPECTING PERSONAL SPACE & PRIVACY/CONFIDENTIALITY, BEING JUST/ FAIR, LOYAL, PROVIDING WHAT RESIDENTS LIKE, FEEDBACK 

TWILIGHT AGED CARE ANNUAL REPORT 2016 TWILIGHT AGED CARE ANNUAL REPORT 2016

One of the most important changes to Twilight 
Aged Care in the past year has been the 
development and implementation of the Twilight 
Aged Care Strategic Plan 2016-2019. 

KEY RESULT AREAS

Twilight Aged care is committed to achieving four key result areas by 2019 as follows:

FOCUS ON OUR FINANCE 
IMPERATIVES  
& STRENGTHEN OUR 
ORGANISATION

Twilight Aged Care will ensure 

it is a financially viable and 

sustainable organisation through 

the implementation of financial 

plans, budgets, disciplines and 

targets that can continue to fund 

its future.

DEVELOP OUR PEOPLE &  

OUR SERVICE MODEL

Continual investment 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 

unique service model.

BROADEN OUR IMPACT

Twilight Aged Care will 

continue to logically and 

sequentially grow its aged care 

services through partnerships 

and alliances that will result 

in a diversity of services from 

Home Care, Retirement Living 

to Residential Care.

NEW 
STRATEGIC PLAN HIGHLIGHTS 2016/19

OUR VALUES 
IN ACTION

This plan is a blueprint which will guide the 
organisation over the next three years and provide 
a solid foundation for success. Underpinning the 
Strategic Plan is our commitment to our vision, and 
drive to become a preferred provider of quality 
care services in our communities.

OUR VISION

Twilight Aged Care is a preferred provider of 
quality care services in our communities.

ENHANCE OUR FACILITIES

Twilight Aged Care will 

continue to renovate, 

refurbish, grow and expand its 

residential care and retirement 

living facilities using vigorous 

application of contemporary 

project management.

COMMITMENT
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OUR MISSION

To provide quality integrated care services and 
accommodation in our communities.

1

3

2

4

6 7



TWILIGHT AGED CARE ANNUAL REPORT 2016 TWILIGHT AGED CARE ANNUAL REPORT 2016

2015-16 represents a turning point for Twilight Aged Care. The company 
continues to build its strength and grow its revenue. As the company enters 
its second century, there is renewed strategic focus and unprecedented 
investment in buildings.

Over the last 12 months capital spending has 
increased more than 60% over the previous year 
and received a $2m net increase in funds from 
refundable deposits. Increased levels of deposits 
were largely supported by capital investments 
made at Glades Bay Gardens in 2014. This 

INVESTING FOR THE FUTURE

In order to stay relevant in the changing aged 
care market, keep up with the fast pace of change 
and continue to support our residents in the 
best possible way, our buildings need to evolve. 
The relationship between capital spending and 
refundable deposits is a virtuous circle:

• Refundable deposits fund improvements in 
buildings; and

• Improved buildings foster increased 
refundable deposits.

CASH 

Managing cash is always important and is a 
particular focus when significant spending is taking 
place. The Twilight Board and Management 
take great care in managing funds to maximise 
investment returns by investing wisely and safely. 
In the following graph we can see a 42% reduction 
in cash brought about by the high level of capital 
spending. Over the same period, the value of 
investment in financial assets has remained flat. 
Liquid funds of $26.6m at 30 June 2016 provide 

PROFITABILITY 

As a community based not-for-profit, Twilight 
Aged Care exists solely for the purpose of 
providing care, with all surpluses returned to the 
business. The company began with community 
donations and continues to serve the community 
with strong and responsible financial management.

REVENUE GROWTH

OUR STORY IN NUMBERS 
FINANCE
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year we have primarily committed to the major 
refurbishment of Horton House at Gordon. When 
the refurbished facility reopens in late 2016, 
Twilight expects to generate increased refundable 
deposits to support future growth.

a solid foundation in terms of refunding resident 
deposits and funding future projects.

The graph above highlights the impact of strong 
capital spending. In 2015-16, the surplus decreased 
by $440k, period depreciation increased by $784k, 
with the underlying profitability (Earnings Before 
Interest, Taxation, Depreciation and Amortisation or 

EBITDA) increasing by $344k. Growing underlying 
profitability is key to ensuring sufficient returns are 
generated to support further capital spending.

Twilight maintains steady growth, with revenue 
increasing 7.4% or $900k in 2015-16. The spike 
in 2014 reflects the sale of the Onslow House 
facility in Mosman. Revenue growth is underpinned 
by continued management focus on maximising 
occupancy and clinical records to support 
government funding. Maximising government  
funding is a high priority with almost half of Twilight 
revenue derived from that source.

Paul Broadbent 
Manager, Finance

TOTAL OPERATING REVENUE $,000

Financial Year Ended 30 June

2013 2014 2015 2016
10,000

11,000

12,000

13,000

14,000

2016 REVENUE MIX

Govt Subsidy

Resident Fees

Dividends 
and Interest

Sundry Income

49%

32%

13%

6%

HIGHLIGHTS 2015/16
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OUR SERVICES: 
CARE IN OUR HOMES 

The project, more fondly known as PAC4RAC 
(Providing Appropriate Care 4 Residential Aged 
Care), aims to provide an opportunity to develop 
collaborative integrated care as an alternative 
pathway to residents being sent to hospital. Claire 
Banister-Jones (Jamieson House Facility Manager) 
is representing Twilight Aged Care at the Health 
Redesign School.

MOVING INTO CARE PROJECT

Twilight Aged Care also took part in the Alzheimers 
Australia Moving into Care Project. The project 
involved external assessment using best practice 
guidelines, a review of Twilight policies and 
procedures, communication protocols and 
admission processes. 

The outcomes of the audit were generally positive 
with Twilight identified as an organisation that:

• Values, and has an ongoing commitment  
to providing high quality person centred 
approaches to care

• Demonstrates a caring, homelike environment 
with care provided by passionate staff who  
are engaged with the organisation’s vision  
and values.  

Two key priority areas were identified: 

• Improving communication for residents and 
families throughout the admission process

At Twilight Aged Care we are committed to 
providing quality integrated care services. The last 
year has been a busy one for staff working in our 
homes as they continue to ensure resident care  
is at the centre of all we do.  

The following quality initiatives commenced in 
2015/16 with positive results:

 PAC4RAC

During the year Twilight Aged Care was successful 
in selection to undertake a collaborative project 
with NSW Ambulance and Northern Sydney 
Local Health District (NSLHD) through the NSW 
Health Agency for Clinical Innovation Healthcare 
Redesign program. 

CARE SERVICES 
ACHIEVEMENTS 2015/16

• PAC4RAC integrated care initiative 

• Alzheimers Australia Moving into  
Care Project 

• Occupancy in homes remains high

• All homes have achieved and retained 
a maximum 3-year accreditation

• Compliments outweighed complaints, 
with a total of 130 in 2015/16

• Better utilisation of “Key to Me” information 
relating to residents.   

(The Key to Me is a package of information which 
assists families to identify key elements to ensure 
incoming residents receive person centred care, 
reducing the stress associated with moving into care.)

POLICY UPDATES

Our commitment to quality systems and review  
of our practices has resulted in the following key 
policies being updated during the year: 

• Emergency Response Manual and Flipcharts

• Privacy Policy

• Risk Management Framework.

AGEING IN PLACE

Our commitment to compassionate ageing in place 
has seen an increase in the number of residents, and 
their families, who have been supported at the very 
latter stages of life, to remain within our homes. 

At Twilight we are also seeing a reduction in the  
length of stay, with the year-end average across  
the group being 169.4 days. This reflects individuals 
utilising more community care, with new residents 
generally coming in older and frailer than in the past. 

Occupancy of our homes remains high across the 
group with all homes meeting the 94% benchmark  
by year end.

COMPLIMENTS & FEEDBACK 

Compliments and feedback are a good mechanism to 
assess how our residents, families and stakeholders 
rate us, and provide an opportunity to continually 
improve our service delivery. During 2015 -16 we 
have simplified our feedback form on our website, 
continued our resident and family meetings at each 
site, and provided an opportunity for residents and 
families to give feedback through external quality 
audits. This has resulted in an increased level of 
compliments reported and an overall rise in feedback 
across the group. 

During the 2015 – 16 year our consumer 
benchmarking reports indicated that Twilight Aged 
Care performed at, or above benchmark, in a 
number of areas related to care.

WHERE RESIDENTS AND 
FAMILIES FEEL WE EXCEED 
BENCHMARK

• Resident privacy and dignity  
are respected

• Common areas in the home are clean

• Family and visitors are treated  
with respect

• Family and visitors are able to visit 
when they wish

• Room and living area are clean

• Caterers, laundry staff, office and 
admin staff are helpful

• Feel confident the home will deal  
fairly with any concerns they  
may have 

• Director of Nursing/Care Leader  
is helpful

• Satisfied with quality of the food  
and meal choices offered

HIGHLIGHTS 2015/16
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SUPPORTING LEARNING  
& DEVELOPMENT

Twilight Aged Care is supportive of our 
employees’ ongoing development and creating 
career pathways; during 2015-2016, 15 staff were 
enrolled in traineeships, certificate courses and 
degrees in Aged Care, Home and Community 
Care, Catering Operations, Leisure and Lifestyle, 
Workplace Health and Safety and Nursing.

RECOGNISING STAFF 
CONTRIBUTIONS

We congratulate our longest serving staff member, 
Maria Agostino, for 20 years of outstanding 
service to the community of Twilight Aged Care. 
Maria started at Horton House at Gordon and 
has held a variety of roles including cleaning, 
kitchenhand and Personal Care Assistant. She has 
always been a very caring, respectful, and flexible 
team member.

Photo: (L to R) CEO, Lesley Jordan; Horton House Facility 
Manager, Fiona Kelman; Maria Agostino, Chair Lorraine Lovitt

Photo: Our CEO Lesley Jordan serving food at the staff BBQ

HIGHLIGHTS 2015/16

OUR VALUES IN ACTION

Values we believe are integral to our organisation:

1. Respect

2. Compassion

3. Integrity

4. Commitment

PROACTIVE RECRUITMENT

HARNESSING SOCIAL MEDIA

Twilight Aged Care continues to regularly post 
vacant positions on our social media pages 
including Facebook, as well as our new LinkedIn 
page. This proactive recruitment has helped widen 
the net of high quality candidates applying for  
our positions.

SAFETY IN OUR HOMES

Twilight Aged Care has a commitment to ensuring 
staff and residents are always safe. Workers 
Compensation costs can have a significant impact 
on an organisation unless managed effectively; we 
have recently employed a full-time Work, Health 
and Safety Coordinator in 2016 who is also a 
member of the Executive Committee. 

A Health and Safety audit was undertaken  
during the year, across all facilities and an Action  
Plan developed. 

The focus this year centred on recruiting, 
motivating, retaining and sustaining a high 
performing workforce in line with Twilight Aged 
Care’s Mission, Vision and Values.

In 2016 a three-year Strategic Plan was developed, 
which represents our vision to continue to be 
a preferred provider of quality care services in 
our community. The Strategy is built on four key 
platforms: Model of care, Our business, Our 
people and Our communities.

Our employees form a key part of our strategic 
initiatives over the next three years as we continue 
to demonstrate our commitment to a skilled 
workforce, able to deliver contemporary models of 
care based on best practice. 

HUMAN RESOURCES 
HIGHLIGHTS

• WH&S Audit & Action Plan

• Organisational Values Established

• Twilight Aged Care achieved a 67% 
reduction in workers compensation 
claims for the period

OUR PEOPLE & CULTURE: 
HUMAN RESOURCES

Casual  Part-time  Full-time

EMPLOYMENT TYPE AT 
TWILIGHT AGED CARE

53%

22%

25%

 155  of staff employed as at June 30 2016

   4  Registered Nurses

  75   staff members have either a Certificate III 
or Certificate IV in Aged Care

  41 is the average age of our employees

 40+  different countries are respresented in  
our workforce

 73% of Twilight employees are female

 36%   of staff have been employed for Twilight 
Aged Care for more than 5 Years

FAST STAFF FACTS
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• Strengthening reporting by managers through 
the provision of details of workplace health  
and safety matters raised, implemented  
and/or resolved

• Providing a flu vaccination program to all staff

• Regularly encouraging staff to use services 
provided by TAC’s Employee Assistance 
Program provider.

HEALTH & SAFETY OUTCOMES

TAC aims to support the improvement of the 
health and wellbeing of its workforce. In 2015–16 
there was only one new workers compensation 
claim. TAC closely monitors its compensation 
exposure and internal rehabilitation programs 
against broader industry trends of compensation 
costs, the increasing incidence of longer-term 
injuries and more problematic claims, including 
those of a psychological nature.

Twilight Aged Care (TAC) is committed to 
promoting and providing a safe and healthy 
workplace for employees. As such, we have a 
Work Health and Safety Management System 
(WHSMS) consistent with the Work Health and 
Safety Act 2011.

THE WHSMS FEATURES:

• A policy framework

• Four designated working groups

• Regular staff meetings

• Quarterly staff consultations at each home

• Agreed employer/employee responsibilities  
and WHS structures and arrangements

• Regular workplace inspections

• Training and information

• Emergency procedures.

INITIATIVES UNDERTAKEN DURING 
THE YEAR

In 2015-16 TAC continued to promote a proactive 
approach to work health and safety with the 
following achievements: 

HIGHLIGHTS 2015/16

HEALTHFUL ENVIRONMENT:  
WORK HEALTH & SAFETY

The role of volunteers has been pivotal to our 
organisation over the years and will become 
increasingly important in the future. Twilight was 
built on the selfless support of volunteers who 
provide an independent source of comfort to 
residents, outside of carers. Appropriately trained 
volunteers can enrich the life of the resident and 
assist staff morale.

Over the last year Twilight has revitalised the 
volunteer program to include a dedicated 
volunteer orientation and training program, as well 
as an updated handbook.

Each of our homes is fortunate to have several 
volunteers and we are always happy to welcome 
new volunteers into our community. 

WHO ARE OUR VOLUNTEERS?

Our volunteers are made up of all kinds of people 
in our community who are prepared to make a 
commitment – whether a few hours a week or 
two hours a fortnight. They don’t necessarily have 
to contribute a particular skill; even just lending 
a compassionate ear or sharing a cup of tea can 
greatly enhance our residents’ wellbeing and  
assist staff.

For example, at our Horton House, Hunters Hill 
home we work with the local council’s Community 
Visitors Scheme, which provides volunteers to 
assist some of our residents in areas such as 
language and cultural support. The local public 
school band also comes in to play for residents 
throughout the year.

Similarly at our Glengarry home, we have a 
number of volunteers who come to us through the 
local Mosman Council Volunteer Program to read 
to residents and deliver art therapy.

OUR VOLUNTEERS: 
ENRICHING OUR HOMES

Our Beecroft home, Jamieson House, continues to 
have a vibrant volunteer contingent. Some regular 
visitors include a husband and wife team Harris 
and Andrew Kim, who come in every Saturday 
for an hour of musical therapy. Students from the 
local school, Mount St. Benedict College, also 
come in to sit and chat with residents and offer 
them conversation, comfort and social interaction 
through word, games, arts and craft. 

Members of local Catholic, Anglican and other 
religious denominational communities regularly visit 
our homes to offer spiritual comfort to residents 
through prayer, reflection and Holy Communion.

We would like to thank our volunteers for their 
support over the past year; we are so blessed to 
have these members of the community who are 
such a valuable part of the Twilight family.
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OUR HOMES: 
2015/16 HIGHLIGHTS

Twilight Aged Care (TAC) operates four homes in the Sydney suburbs of 
Beecroft, Gladesville, Hunters Hill and Mosman.

• Stairwell isolation – Glades Bay Gardens/
Horton House at Hunters Hill

OCCUPANCY RATES

We are proud to report that our homes 
have achieved and maintained occupancy 
above 94% since March 2016. Other recent 
achievements include:

• Staffing rosters and budget reviews have 
been undertaken

• Improved compliance and utility of IT systems 
including our aged care software programs, 
iCare, Moving On Audit and online education 
utilising the Aged Care Channel.

IMPROVING INFORMATION 
TECHNOLOGY 

In addition to replacing all care staff desktops across 
the group, we also undertook an upgrade to our 
clinical documentation software iCareHealth. This 
commitment to ensuring staff have the tools to 
undertake their roles has resulted in enhanced 
usability and functionality for staff to more easily 
manage patient health care information.

ACCREDITATION STANDARDS

Twilight Aged Care has met the Quality of 
Care Principles requirements by achieving 
compliance with the 44 expected outcomes of the 
Accreditation Standards at all facilities. Each home is 
accredited for three years. 

Glengarry, Mosman was reaccredited in July 2015, 
as was Jamieson House, Beecroft. 

CAPITAL IMPROVEMENTS

Twilight Aged Care is committed to ensuring our 
homes are regularly updated and maintained to 
remain at the forefront of optimum ageing in place 
for our residents. As such, TAC has invested in 
major capital projects over the past 12 months 
including the $16 million redevelopment of our 
facility at Gordon which is due for completion 
in late 2016. Over the 2015/16 financial year a 
number of key safety upgrades and general building 
improvements have been completed across the 
group, including: 

• Balcony Upgrades – Glengarry 

• Sprinkler retrofit – Jamieson House

• Covered walkway – Glades Bay Gardens

Each of our homes runs a full and varied lifestyle 
program, designed and delivered by our qualified 
and experienced Recreational Activities Team. 
The program is responsive and tailored to our 
residents’ interests. All residents are encouraged 
to participate in an appropriate level of exercise, 
outings, social activities and games, but we 
also respect freedom of choice and encourage 
independence wherever possible.

The program aims to promote social, physical and 
mental wellbeing and form part of the holistic care 
we offer our residents. Most activities are in groups 
and are always designed to be interactive and 
enjoyable.

OUR ACTIVITIES  
& LIFESTYLE PROGRAM

CURRENT REGULAR 
ACTIVITIES WE OFFER 
RESIDENTS IN OUR HOMES

• Musical Bingo

• Bingo

• Dancing Man

• Gentle exercise classes (daily)

• Bus outings/excursions  
(weekly and monthly)

• Art Therapy 

• Music Therapy

• Tai Chi

• Trivia Quiz

• Table Games: board games,  
cards, chess

16 17



TWILIGHT AGED CARE ANNUAL REPORT 2016 TWILIGHT AGED CARE ANNUAL REPORT 2016

OUR NEWEST STATE-OF-THE-ART 
FACILITY 

Our $16 million redevelopment of Horton House at 
Gordon is progressing towards completion after three 
years in planning and construction, with the aim to 
relocate all residents by Christmas 2016.

The state-of-the-art facility offers residents the best in 
quality aged care, from the highest standards in security 
and safety, to high-end building fixtures and finishes.

SOPHISTICATION IN SAFETY  
& TECHNOLOGY

Horton House has been fitted out with sophisticated 
technology and communications systems such as 
Cisco Meraki Cloud managed WiFi access points 
and Smart TVs; the new building also features the 
latest in aged care safety protocols, including an Elsi 
floor system which allows staff to instantly detect if a 
resident has had a fall in their room. Horton House 
will be one of the first aged care facilities in Australia 
to install this floor sensing system.

According to Project Manager, Paul Myjavec, 
“Every form of communication and entertainment 
infrastructure is available to residents”. 

“A premium Foxtel package can be accessed in 
residential rooms, and will include movies, sport, as 
well as free-to-air. The TVs are Smart TVs and will 
not only be connected to Foxtel, but to the internet, 
allowing residents to access various internet 

browsers, internet shopping and other online 
entertainment.”

In the bathroom we have installed hi-tech all-in-one 
dual bidet/toilets that are thermostatically controlled, 
comfortable and deliver the best standards of 
hygiene for residents.

COMMON AREAS 

In addition to the comfortable lounge and common 
areas, residents can enjoy the architecturally 
designed, landscaped garden including a water 
feature and beautiful raised garden beds. 

We are very proud of what we have achieved with 
the Horton House redevelopment and we hope 
existing and new residents will enjoy their stay with 
us in this aspirational environment.

OUR NEWEST  
STATE-OF-THE-ART FACILIT Y: 

HORTON 
HOUSE 
AT GORDON 
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MAJOR ACHIEVEMENTS  
AT A GLANCE

• Completion of landscaping and garden 
boardwalk

• Safety upgrades including electronic 
stair barriers

• Upgrade of all beds to electric beds

• Introduction of WiFi hotspots and 
more access to computers

• Foxtel in residents’ rooms

Glades Bay Gardens was significantly redeveloped 
in 2013/14, with final enhancements and safety 
upgrades being completed in the past 12 months. 
During 2015/16 the capital program has included 
the installation of glass security doors to all internal 
staircases, and landscaping and installation of covered 
walkways to enhance the garden for residents. 

The end result conveys our commitment to ageing 
in place, to create an environment that fosters 
independence and encourages mobility while 
always ensuring residents’ safety and security.

Over the past few months I have been focussed 
on my mission to ensure the emphasis is always on 
respecting the rights and wishes of the individual; 
we don’t see ourselves as a one shop fits all. 
I spend a great deal of time with families and 
residents to find out their specific needs – from 
simple things like ensuring that residents each 
have a seat with a nametag in the dining room and 

respecting their wishes to move to another table 
if they desire, to ensuring we have separate quiet 
zones in the home for residents who do not wish 
to participate in group activities.

Our carers and allied health professionals continue 
to offer highly personalised, holistic healthcare 
through regular assessment of residents’ needs. 

STAFF SKILLS & TRAINING

At Twilight Aged Care we continue to foster a very 
positive and supportive environment for our staff 
and encourage them to upgrade their skills through 
continued education and training. As a result, a 
number of our carers have successfully completed 
their Certificate III in Aged Care in the past 12 
months, and our Recreational Activity Officer 
(RAO) is currently undertaking her Certificate IV in 
Leisure and Health. 

COMMUNITY CONNECTIONS  
& PARTNERSHIPS

Acknowledging the complexities involved in 
transitioning into care; a major focus in the past year 
has been working with Alzheimer’s Australia to assist 
families to have access to quality external resources 
and sound advice about moving into care. 

In the future we are also looking at strengthening 
our connections with local childcare centres and 
schools in the community, as interaction with youth 
has been demonstrated to greatly enhance the 
wellbeing of the aged.

Facility Manager, Trish Furlong

OUR ACTIVITIES &  
WELLBEING PROGRAM

Glades Bay Gardens offers a varied and full activity 
program for residents. An enduringly popular activity 
is the ‘Dancing Man’ who visits once a fortnight and 
conducts a relaxed and social dancing group at the 
facility to promote mental and physical wellbeing.

Lunch outings to picturesque destinations including 
Palm Beach are always well attended; our 
enjoyable daily exercise program is a must-do for 
many of our residents. Residents can also partake 
in bowling, chess and scrabble games in our newly 
refurbished activities room.

“WE DEFINITELY KNOW THE VALUE 
OF ONE-ON-ONE ATTENTION 
AND ENCOURAGING RESIDENTS TO 
PARTICIPATE IN ACTIVITIES …WITH 
SMALL STEPS AND SUPPORT THEY 
BUILD UP THEIR IMPROVEMENT. 
IT HELPS THAT THE WHOLE 
FACILITY IS A VERY POSITIVE AND 
SUPPORTIVE ENVIRONMENT.”

Sandra Dos Santos

SPOTLIGHT 
ON GLADES 
BAY GARDENS 
AT GLADESVILLE 

PETER’S STORY –  
VALUE OF ONE-ON-ONE 
ATTENTION

When Peter Goedsir first came to Glades Bay 
Gardens a year ago, it was difficult to understand 
him due to a speech problem; as a result he 
withdrew and declined to participate in activities. 

Recreational Activity Officer, Sandra Dos Santos, 
took the time to facilitate some intensive,  
one-on-one sessions with Peter and she has  
been delighted with his progress over the past  
12 months.

He has gradually gained confidence to start 
communicating more clearly with carers  
and fellow residents. Nowadays Peter also 
participates in almost every activity.

Hi Trish,

I just wanted to drop you a quick note to firstly 

let you know how important a role you played in 

Mum’s recovery…When I first rang you nearly 2 

years ago, I sensed something fantastic for Mum. I 

could hear it in your voice. From that point on I 

was always impressed with your compassion and 

professionalism. You were the first person I spoke 

to at an aged care facility and from that point I 

never looked any further.

Thank you so much for the large part you played 

in giving Mum a chance to prolong her life in a 

meaningful way. 

Sincere Thanks and Kind Regards,

Bruce Gosbell 

(Son of resident, Audrey Gosbell)

Facility Manager, Trish Furlong said a revamp of the 
diversional therapy program to incorporate more 
social functions such as coffee mornings on the 
newly refurbished terrace, twice monthly BBQs, 
and generally encouraging more sensory activity, is 
part of the future plans for the facility.
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In the past 12 months Glengarry has introduced 
some successful programs and carried out 
key upgrades which have all greatly enhanced 
the environment for our residents, reflecting 
our commitment to foster enablement 
and independence.

One major initiative has been the new GPS 
tracking system which enables low-care residents 
to venture safely outside Glengarry wearing the 
device on their bodies to track their whereabouts 
at all times and alert us of any misadventure.

I’m also pleased to advise that we achieved our re-
accreditation in July 2015 which gives us licence to 
operate for the next three years.

We have seen great improvement in residents’ 
health and wellbeing thanks to the introduction 
of innovative palliative care delivery and a new 
alternative health program.

Important safety upgrades to our balconies have 
also been completed in the past 12 months; we 
now have modern, new glass barriers so that 

residents’ views are not obstructed and their safety 
is assured. Other improvements include new 
flooring and wardrobes installed in some rooms, 
and we also have the go-ahead for a new call bell 
system to be installed in the near future. 

“I’VE NOTICED THAT WHEN YOU  
TAKE THE HARD THINGS AWAY, 
IT’S AMAZING HOW CREATIVITY 
COMES OUT OF PEOPLE.”

Sue Coleman, Acting Facility Manager

COMMUNITY CONNECTIONS  
& PARTNERSHIPS

Glengarry has a strong relationship with our 
local Mosman Council and we owe a great deal 
to our volunteers who have come from this 
important connection. 

Our volunteers continue to enrich our residents’ 
lives through one-on-one reading, conversation, 
walking, art and craft or just sharing a cup of tea and 
lending an ear once in a while. 

We are also fortunate that a local artist has chosen 
Glengarry as the subject of an exhibition about 
dementia and has been painting portraits of some 
residents this past year which will feature in 
Mosman Art Gallery. 

In the next 12 months we will be focussing on 
expanding our volunteer program and further 
strengthening these valuable connections within 
the community.

Acting Facility Manager, Sue Coleman

OUR ACTIVITIES & 
WELLBEING PROGRAM

In the past 12 months we have introduced 
improvements to our palliative care delivery with 
use of the Niki Syringe Driver, which administers 
regular medication for a 24-hour period rather than 
having residents endure several injections per day. 

Our aromatherapy program, utilising essential oil 
vaporisers and regular massage therapy from a 
qualified aromatherapist, has had positive results 
including increased appetite in some residents, and 
soothing residents with dementia and anxiety. 

MARGARET’S STORY –  
STILL A LOCAL MOSMAN GIRL

Margaret Barber moved to Glengarry in late 
2015. Margaret was a former Registered Nurse 
born in Longreach, Queensland who later 
moved to Sydney where she worked for many 
years at Mosman Private Hospital. Margaret also 
lived on the hospital premises.

“I was a country girl, but I liked Sydney, made 
many friends here, and I knew the place well.”

Margaret recounts her years in Sydney as being 
‘good times’ where she formed close bonds. 

It was when Margaret was in her early 90s that 
she realised she was no longer able to sustain 
herself in her apartment; she was becoming 
socially isolated as a result. It was soon 
determined that it wasn’t safe for her to remain 
in her home. 

In early 2015 Margaret became a permanent 
resident at Glengarry. She felt comfortable and 
familiar, as Glengarry was located in her local 
Mosman stomping ground where she had 
worked and lived for many years. Some of her 
local friends still visit her in her apartment here.

SPOTLIGHT ON 
GLENGARRY
AT MOSMAN

MAJOR ACHIEVEMENTS  
AT A GLANCE

• Achieved accreditation in July 2015

• Introduced successful  
aromatherapy program 

• Introduced resident safety GPS 
tracking – Smart App

• Balcony safety upgrade
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Jamieson House is proud of its achievements over 
the past 12 months. We attained re-accreditation 
in July 2015, which gives us licence to continue 
operating for the next three years; we have also 
become involved in two important government 
initiatives which will not only benefit our facility, but 
also the wider community. 

One of those initiatives is our participation as a 
pilot group for the National Aged Care Quality 
Indicator Programme, which is used for providing 
aged care homes with accurate information for 
continuous quality improvement. 

The other initiative we are involved in is PAC4RAC, 
a joint project with Northern Sydney Local Health 
District and NSW Ambulance aimed at reducing 
the number of residents being transferred to 
emergency departments via ambulance. The aim of 
the initiative is to provide training for staff and help 
take some pressure off the public health system.

STAFF SKILLS & TRAINING

The past 12 months have also affirmed for me 
why residents love coming to Jamieson House and 
why people want to work here; from our tailored 
social activities and one-on-one interaction, to our 
latest initiative, the new staff positive affirmations 
noticeboard known as the “Happy Board”. 

In recognising our commitment to promote a 
skilled workforce based on best practice, two of 
our carers – Iwon Taborek and Amajeet Kaur – 
achieved their Certificate IV in Aged Care during 
the year.

“EVERYONE IS VERY CONNECTED 
TO THE RESIDENTS, SO MUCH SO 
THAT THE DIAGNOSIS OF DEMENTIA 
BECOMES SECONDARY TO THE 
RELATIONSHIP WE HAVE WITH THE 
INDIVIDUAL RESIDENT”

Facility Manager, Claire Banister-Jones

COMMUNITY CONNECTIONS  
& PARTNERSHIPS

At Jamieson House we continue to have a vibrant 
volunteer contingent. This group is crucially 
important to our facility and the mental wellbeing of 
our residents. Some of our regular visitors include 
husband and wife team Harris and Andrew Kim, 
who come in every Saturday for an hour of musical 
therapy. The residents have a singalong with Harris 
playing piano and Andrew on the guitar. 

Students from the local school, Mount St. Benedict, 
come in to sit and chat with the residents and offer 
them conversation, comfort and social interaction 
through word games and art and craft. 

A member of the local Catholic parish also comes in 
regularly to offer Holy Communion to the residents.

We are so blessed to have these members of the 
community who are such a valuable part of the 
Jamieson House family.

Facility Manager, Claire Banister-Jones

OUR ACTIVITIES &  
WELLBEING PROGRAM

Sadhna Shah has been at the helm of Jamieson 
House’s recreational activities program for the 
past four years and her passion for the role only 
deepens as time goes on. This past year alone, in 
addition to the regular schedule of activities, she 
has introduced some new tailored activities driven 
by residents’ interests, including a colouring therapy 
challenge, cooking classes and multicultural costume 
and fashion events.

Sadhna is also overseeing a literary initiative 
whereby residents are self- publishing a memoir 
about their life; our volunteers have helped out 
with the digital production and design of the books. 

NHAN’S STORY  –  
TIES THAT BIND

We have a fascinating resident here named 
Nhan Nguyen with a very rich cultural and 
educational background. Nhan is 90 years old 
from Vietnam and he carved out an illustrious 
career as a Professor of Law at Paris University. 

Nhan is a prime example of how strong 
community connections can greatly enhance 
the lifestyle and wellbeing of residents and can 
last a lifetime. 

About 12 of Nhan’s former law students make a 
trip twice a year from Melbourne and Canberra 
to visit him here at Jamieson House. It’s so 
wonderful to see their dedication and loyalty 
toward their former teacher and it’s a highlight 
for all of us when they make their visits to our 
home. They are always made very welcome.

SPOTLIGHT  
ON JAMIESON  
HOUSE 
AT BEECROFT  

MAJOR ACHIEVEMENTS  
AT A GLANCE

• Gained re-accreditation in July 2015

• Participation in the National Aged 
Care Quality Indicator Programme

• PAC4RAC initiative in partnership with 
Northern Sydney Local Health District 
and NSW Ambulance 

• New fire sprinklers installed in 
February 2016

Multicultural fashion days are very popular – especially 
for these residents, resplendent in their saris.
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MAJOR ACHIEVEMENTS  
AT A GLANCE

• Security gates installed on both 
internal staircases

• Full occupancy after HHCCRV Village 
residents’ amalgamation 

• Upgrade of clinical 
documentation software

The past 12 months have marked the final 
phase of the amalgamation of the Hunters Hill 
Congregational Church Retirement Village 
(HHCCRV) residents with our Horton House 
aged care service. The last resident transferred to 
Twilight Aged Care on the 1st of February 2016. 

We are proud to say that we now have full 
occupancy of 34 permanent beds and one 
respite bed.

STAFF SKILLS & TRAINING

We are pleased to announce a number of 
achievements in staff development at Horton 
House Hunters Hill over the past 12 months:

Connie Yuen was appointed as a permanent cook 
in July 2016 after being encouraged by facility 
Manager, Fiona Kelman to complete a Certificate III 
in Cookery. 

Additionally, two staff who had been working as 
Personal Care Assistants (PCAs) – Anita Sadaula and 
Asmita Shrestha – completed their nursing studies 
and were recently appointed permanent Registered 
Nurses (RNs) within Twilight Aged Care.  

COMMUNITY CONNECTIONS  
& PARTNERSHIPS

We have strengthened relations with the adjacent 
Hunters Hill Congregational Church Retirement 
Village in the past 12 months through providing 
emergency assistance to the 12 retirement living 
units attached to our building; we continue to 
foster relationships with the rest of the retirement 
village by inviting them to join us for meals and 
social activities including our Anzac Day festivities. 

We have also participated in Hunters Hill Council 
events during the year, and the council has a 
community visitors scheme which provides 
volunteers to assist some of our residents. 

The local Hunters Hill Public School band 
occasionally perform for the residents, and a local 
priest, pastor and church minister come in once a 
month for prayers and spiritual reflection.

All of these relationships are aimed at further 
fostering our community connections.

Facility Manager, Fiona Kelman

OUR ACTIVITIES &  
WELLBEING PROGRAM

Our aromatherapy program has expanded as we 
continue to see its tangible benefits for the health 
and wellbeing of our residents. This consists of 
therapy such as hand massage, and consistent use 
of essential oil vaporisers which assists residents 
who experience agitation and require calming. 

In the past 12 months we have also had a greater 
focus on massage to relieve pain as an alternative 
to pain killer usage.

Sandy Bailey, our Recreational Activity Officer 
(RAO) of 10 years, ensures that the activities 
schedule is mentally stimulating and tailored to 
residents’ interests; in addition to the regular 
activities available in all our facilities, this may 
include topical discussion groups, spelling and word 
games and entertainment by professional singers 
and musicians.

SPOTLIGHT 
ON HORTON 
HOUSE 
AT HUNTERS HILL

GWENYTH’S STORY –  
20 YEARS AND STILL 
GOING STRONG

86-year old Gwenyth White celebrated a 
significant milestone this past year to mark her 
two decades as a resident at Horton House.

Gwenyth arrived at Horton House, Gordon in 
1996 after the trauma of having lost both her 
mother and husband within a short timeframe.

“When I first came to Horton House, Gordon 
I thought I’d only be here a short time, but it’s 
turned out to be 20 years!” Gwenyth said.

“I can honestly say that on the whole I’ve been 
very well looked after.”

Gwenyth has made many friends at Horton 
House over the years and says that the key to 
her transition to aged care has been to always 
have a positive attitude.

“It’s a sad time leaving your home and you lose 
so much, but here the staff strive to help us 
keep our independence,” Gwenyth said.

As the longest standing Horton House resident, 
Gwenyth is also the President of the Residents’ 
Committee and caretaker of the facility’s pet 
birds and fishes.

Gwenyth’s 20th Anniversary was celebrated 
by all at Horton House and she was presented 
with a lovely cake and bouquet of flowers.

“I feel honoured to have been here at Horton 
House for this long.”
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OUR BOARD 
AND MANAGEMENT

MS LORRAINE LOVITT
CHAIR, TWILIGHT AGED CARE
DIRECTOR SINCE 2002  
APPOINTED AS CHAIR FROM 1 JULY 2016

Lorraine is a Registered Nurse with post graduate 
qualifications in Gerontology. Lorraine’s extensive 
experience extend to public and private health 
sectors including aged care and falls prevention. 

MR GRANT CORDEROY 
TREASURER, TWILIGHT AGED CARE
DIRECTOR SINCE 2008

Grant is a Chartered Accountant and a Senior 
Partner at Stewart Brown Chartered Accountants. 
Grant brings 38 years’ experience in accountancy 
including significant aged care audit and consulting.

(Absent from image)

MR GREG JOHNSON OAM

DIRECTOR SINCE 2008

Greg has qualifications in Business, is a Fellow  of the 
Financial Services Institute of Australia and brings 37 
years’ experience in the finance industry. Greg has 
held senior positions in the Sydney Stock Exchange 
and Rothschild Australia Asset Management and was 
awarded the Order of Australia Medal for services to 
the education, business and finance industries.

MS PETA- JANE MAYNARD
DIRECTOR SINCE 2013

Peta – Jane (PJ) holds qualifications in Health 
Science, Science, Human Resources Management 
and is a member of Australian Institute of Company 
Directors. PJ has extensive experience in executive 
recruitment and workforce consulting particularly in 
the Aged Care industry.

MR HAROLD MORGAN
DIRECTOR SINCE 2015

Harold holds qualifications in Project Management 
and is a Fellow of Royal Institute of Chartered 

MR HAROLD 
MORGAN

MS PETA-JANE 
MAYNARD

DR BARRY 
SOLOMONS

MS IRENE  
RUSAK

MR GREG 
JOHNSON

MS LORRAINE 
LOVITT

MR IAN  
STOREY

MR PETER 
LEPPARD

Surveyors. Trained as quantity surveyor, Harold 
brings over 40 years’ project management 
experience  having worked in a variety of 
industries including commercial, residential, 
hotels and aged care.

MS IRENE RUSAK
DIRECTOR SINCE 2015

Irene has a Law Degree and qualifications 
in Applied Corporate Governance. Irene’s 
appointment brings extensive legal and corporate 
governance experience to the Board, particularly 
in commercial, dispute resolution, employment 
and compliance matters.

DR BARRY SOLOMONS
DIRECTOR SINCE 2006

Barry is a Medical Practitioner serving the 
Mosman community as a GP since 1983.  
Barry has a special interest in aged care and 
general medicine.

MR IAN STOREY
DIRECTOR SINCE 2011

Ian has qualifications in Economics, with extensive 
experience in corporate management and as a 
company director.

MR PETER LEPPARDE
DIRECTOR SINCE 2016

Peter is an experienced Insurance Broker and 
qualifications in Corporate Governance, Financial 
Services Broking and Dispute Resolution, he 
is also  member of the Australian Institute of 
Company Directors. As a senior insurance 
executive Peter brings over 45 years’ experience 
in the insurance industry.

Twilight Aged Care’s Board and Management teams have overseen 
numerous exciting initiatives and positive changes within the organisation 
over the past year. Our consultative collaborative approach, along with 
decades of combined expertise, is pivotal to our continued success in 
delivering the highest quality care services to our communities. We look 
forward to another year of working together, unified in our collective  
goals for the organisation.
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LESLEY JORDAN
CEO

CLAIRE BANISTER- JONES
FACILITY MANAGER (JAMIESON HOUSE)

PAUL BROADBENT
MANAGER, FINANCE

ANDREW LEE 
WORK, HEALTH & SAFETY COORDINATOR

ANNA MARIA NAGY
EXECUTIVE OFFICER

TANYA SOURIAN
FACILITY MANAGER - GLENGARRY
(Absent from image)

GERALDINE TATTERSALL
CARE SERVICES MANAGER
(Absent from image)

PAUL RYKEN
HUMAN RESOURCES MANAGER

ANNE FERRERO
ADMINISTRATION MANAGER AND  

EXECUTIVE ASSISTANT TO CEO

FIONA KELMAN
FACILITY MANAGER (HORTON HOUSE)

TRISH FURLONG
FACILITY MANAGER (GLADES BAY GARDENS)

OUR 
EXECUTIVE TEAM

TRISH 
FURLONG

PAUL 
BROADBENT

PAUL 
RYKEN

FIONA 
KELMAN

ANDREW 
LEE

ANNE 
FERRERO LESLEY 

JORDAN
ANNA MARIA 

NAGY
CLAIRE  

BANISTER-JONES
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JANUARY 2016

June Burnside – Jamieson House, Beecroft 
Ilene Futcher – Glades Bay Gardens, Gladesville 

FEBRUARY 2016

Di Hutton – Horton House, Hunters Hill

APRIL 2016

Maria Piscicelli – Glades Bay Gardens, Gladesville 
Victor Treloar – Glades Bay Gardens, Gladesville

MAY 2016

Edith Barnwell – Horton House, Hunters Hill 
Helen Irons – Glengarry, Mosman 
Marie Ross – Glengarry, Mosman

JUNE 2016

Richard Temple – Horton House, Hunters Hill 
Gloria Lachter – Glengarry, Mosman 
Donald Mills – Glengarry, Mosman 
Jacqueline Gail Rowe – Glengarry, Mosman 
Maxwell Woods – Glengarry, Mosman 
Nancy Warren – Glengarry, Mosman 
Athol Patch – Jamieson House, Beecroft

JULY 2015

Joy Fitzpatrick – Horton House, Hunters Hill 
Lynette Thornton – Jamieson House, Beecroft 
John Gordon Hudson – Glades Bay Gardens, 
Gladesville

AUGUST 2015

Raymond Butler – Glades Bay Gardens, 
Gladesville

SEPTEMBER 2015

Mercedes Simon – Glades Bay Gardens, 
Gladesville

NOVEMBER 2015

Eiko Sato – Horton House, Hunters Hill 
Margaret Kennedy – Jamieson House, Beecroft

DECEMBER 2015

Valmai Jewkes – Horton House, Hunters Hill 
Patricia Lyne – Jamieson House, Beecroft

IN MEMORIAM

In memory of our residents who have sadly passed away during the year.

WHEN A LOVED ONE BECOMES A 
MEMORY, THAT MEMORY BECOMES 
A TREASURE.
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• GLENGARRY  • HORTON HOUSE • JAMIESON HOUSE • GLADES BAY GARDENS • HUNTERS HILL VILLAGE

FOR MORE INFORMATION

Tel: 02 9414 4400
Email: info@twilight.org.au

 facebook.com/TwilightAgedCare
www.twilight.org.au


