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You’re in good 
company 



Cover image: IRT Tarrawanna Gardens residents Wilma and John Sanderson. 
Note: Photos depicted in this report were taken with regard to all relevant public health orders.

ACKNOWLEDGEMENT OF COUNTRY

IRT acknowledges the Traditional Custodians of country throughout Australia and their connections to land, sea and community. 
We pay our respect to their Elders past and present and extend that respect to all Aboriginal and Torres Strait Islander peoples.

. . . what shone through 
was the dedication of our 
employees. They really 
stood up during the difficult 
times and simply got on 
with the job of providing 
high quality care to our 
residents and customers.

IRT CHAIR MIKE HALLORAN AND IRT CEO PATRICK REID
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A message from 
the Chair and CEO
The aged care sector was confronted 
with another challenging year 
in 2020/2021 and at IRT Group 
we were not exempt.

The COVID-19 pandemic still 
defined our lives and how we went 
about our business, with recurring 
restrictions on visiting arrangements 
at our aged care centres, additional 
responsibilities and challenges 
for employees, and a constantly 
changing landscape impacting the 
way we all approached each day.

But what shone through was the 
dedication of our employees. They 
really stood up during the difficult 
times and simply got on with the 
job of providing high quality care 
to our residents and customers. 
Connections are important and 
our employees used technology 
and other more traditional ways 
to help residents and their loved 
ones stay in touch. Meanwhile 
our residents and customers 
continued to display resilience and 
remained pragmatic, which was 
inspiring in these uncertain times.

While our employees did a 
tremendous job in adhering to public 
health orders, keeping our residents 
and customers safe was an enormous 
challenge. We worked with the 
Australian Government to roll out the 
COVID-19 vaccine to all consenting 
aged care centre residents. We have 
continued to engage our employees 
on the benefits of vaccination and 

worked towards ensuring all relevant 
staff were compliant with the federal, 
state and territory government 
mandates. The Age Matters volunteer 
unit supported our aged care 
centres with volunteers conducting 
essential wellness checks on visitors, 
when visitors were allowed. 

While there were no COVID-19 cases 
in our aged care centres during the 
reporting year, subsequently in August 
we had one employee test positive to 
COVID-19 at IRT Thomas Holt Kirrawee, 
and in September two IRT Berala on 
the Park employees tested positive. 
In response we swiftly implemented 
our Outbreak Management Plan 
and fortunately no residents or other 
employees contracted COVID-19. We 
are well prepared and remain vigilant.

Recruiting and retaining our 
workforce remained a challenge, as 
it did across the aged care industry 
and to address this we implemented 
an enhanced workforce strategy 
to help ease the pressure, with 
targeted recruitment campaigns and 
a new employee referral program.

In such difficult times it’s important to 
take stock, reflect and acknowledge 
our successes. In April 2021 
we launched a new employee 
recognition program, which 
celebrates our employees’ hard work 
and dedication to our residents and 
customers. The Home Care team had 
a successful staff awards event in June 
with the other business units to follow, 

culminating in a group-wide event.

The year was also a time to consider 
how to better position IRT for the 
future and we completed a strategic 
review and restructure, which was 
announced in April 2021. We received 
valuable insights from our employees 
during our annual roadshow, which 
helped to shape our thinking 
and assisted with the review. The 
restructure sharpened our focus on 
providing support to our frontline 
teams and we transitioned to the 
more streamlined structure on 1 July. 

Meeting compliance requirements 
was a key focus, with seven 
unannounced audit visits within six 
months. All our aged care centres 
remain accredited and we have 
implemented modifications to our 
continuous improvement plans 
to address the unmet outcomes 
identified. We remain focused on 
continued improvement in the 
delivery of care and services we 
provide to older Australians.

The pandemic impacted our aged 
care centre occupancy rates, with 
many older Australians delaying their 
move into aged care centres, while 
at times varying public health orders 
impeded some from doing so. We had 
a targeted focus on occupancy during 
the year, striving for improvements 
in lower occupancy areas. 

We reached a company milestone 
during the year – there are now 
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more women than men on the 
Board – following the appointment 
of Jennifer Stuart Smith in April 
2021. As a Registered Nurse with a 
strong background in clinical care, 
Jennifer was appointed following 
a targeted recruitment process 
to fill the position vacated by 
retired Director Michael Hyde.

We realise what people want as they 
enter their later years is changing 
and in response we are committed 
to ensuring our retirement villages 
are designed for older Australians 
to age in place. Henry Brooks Estate 
at IRT Kanahooka is the next step in 
achieving our vision for the future 
of retirement village living and 
with residents moving into Stage 
1 from September 2020, work on 
Stage 2 began. Stage 2 also includes 
Jasmine Grove – which offers 
more affordable housing options 
for women in retirement and is 
partially funded by the Australian 
Government through the Building 
Better Regions Fund. An enormous 
amount of work was done to engage 
with prospective Jasmine Grove 
residents and the women moving in 
have been instrumental in deciding 
how their community will work.

Community engagement on our 
future plans and projects is key to 
our success and we held two well 
attended information sessions in April 
2021 about IRT Towradgi Park’s draft 
master plan. The feedback from the 

sessions was reviewed and addressed 
in the development application.

A pressing need for additional acute 
care beds in the local community 
prompted our decision to sell our 
section of the Bulli Hospital and Aged 
Care Centre building to Illawarra and 
Shoalhaven Local Health District 
(ISLHD). We worked with ISLHD for 
several years on the joint project. 

The Royal Commission into Aged  
Care Quality and Safety’s final report 
was made public in March and in  
May the Australian Government 
responded in the 2021 Federal  
Budget with a record funding  
increase of $17.7 billion over  
five years to aged care.  
Unfortunately this still  
falls significantly short of the 
estimated $10 billion a year  
required to fix the state of 
aged care in Australia. 

We saw continued revenue growth 
and improvements in our underlying 
financial performance in 2020/2021 
but despite our best endeavours,  
the challenges presented by the  
year impacted us financially, with  
a $10.6 million underlying loss. 
This was however a significant 

Patrick Reid
CEO

Mike Halloran
Chair

improvement on last year, which  
saw an underlying loss of $20 million. 

Despite the many challenges and 
uncertainties of the year, our focus 
on creating the seniors’ communities 
of the future is unwavering and 
this, combined with the plans and 
programs we have in place, will 
contribute to our future success.



Key achievements 
Across the organisation 
our employees continued 
to rise to the challenges 

posed by the COVID-19 pandemic 
and remained steadfast in their 
commitment to our residents 
and customers. Our frontline 
employees showed tremendous 
resilience and were innovative in 
care delivery and committed to 
keeping families and loved  
ones connected. 

The extraordinary efforts 
of our Shoalhaven and 
Eurobodalla aged care 

teams during the 2019/2020 
summer bushfires were recognised 
at the Leading Age Services 
Australia (LASA) Excellence in 
Age Services Awards 2020. The 
teams were named winners of 
the NSW/ACT Team Award, which 
recognised their bushfire response.

Three employees 
completed a Dementia 
Training Australia (DTA) 

fellowship, which aims to  
improve the lives of people  
living with dementia.

The Leading with Care 
culture program trained 
more than 100 managers.

We launched a new  
IRT recognition program 
in April 2021, to 

acknowledge our employees’  
hard work and dedication to 
improving the lives of our  
residents and customers. 

The Age Matters team 
responded to an increased 
demand for housing and 

homelessness services. Through its 
Assistance with Care and Housing 
(ACH) program the team helped 
93 clients, a 48% increase on the 
previous year.

Our smartphone app 
IRT Connect by Checked 
In Care was a LASA 

InnovAGEING National Award 
winner in 2020 for increasing  
access to care and services.

We provided care and 
services to 4019 home  
care customers during  

the year and had a record number 
of customers on Home Care 
Packages – 1019.

Despite difficult market 
conditions our retirement 
village average occupancy 

rate was 94.5%, considerably higher 
than industry benchmarks.

We proceeded with 
our master plan for 
redeveloping IRT Towradgi 

Park and following an extensive  
co-design process, feedback was 
incorporated into the development 
application. Our plans will deliver 
industry-leading ageing- 
in-place housing. 

At 30 June 2021, 473 
employees had achieved 
more than 10 years’ service 

and another 33 had reached more 
than 25 years’ service.

We received $94,000 in 
funding from Be Connected 
(facilitated by the Good Things 

Foundation) to run digital literacy 
training sessions and Get Online Week 
activities, aimed at improving our 
residents’ digital literacy skills. 

For the first time in our 
company’s history we have 
more women than men on 

the Board, following the appointment 
of new Director Jennifer Stuart Smith 
in April 2021.

IRT Catering produced  
54,398 meals each week 

during the year.

IRT employees completed 
more than 43,000 hours of 
learning and development. 

This included 5250 hours devoted  
to COVID-19-related training.

IRT Academy had 458 
students enrolled,  

including 390 IRT employees  
and 68 external students.

Residents moved into Stage 
1 of our newest retirement 
village, Henry Brooks Estate 

at IRT Kanahooka, from September 
2020 and Stage 2 was completed in 
September 2021. Our new collaborative 
housing model Jasmine Grove, for 
women over 55 living on their own, was 
part of Stage 2 and residents moved in 
during October 2021.

In May 2021 we launched 
our Diversity and Inclusion 
Framework, aimed at making 

IRT more inclusive for our employees, 
as well as our residents and customers. 
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Looking ahead 
Against the backdrop of a global 
pandemic, evolving consumer 
preferences and unstable aged care 
centre occupancy rates, the aged  
care sector remains a challenging  
one in which to operate.

To adapt to this changing landscape 
we have been exploring opportunities 
in product and service delivery that 
will lead us into the future.

Underpinning our future plans is 
our strategic framework, which is 
based on three pillars: to achieve 
quality customer outcomes; to be 
operationally dependable; and 
responsible financial and asset 
management. The framework 
demonstrates our ongoing 
commitment to providing quality  
care and services to our residents  
and customers. All our projects  
and initiatives need to fit within  
the framework.

Residential aged care still remains a 
vital service, providing essential care 
and support to older Australians who 
can no longer live in their own homes. 
However, more people are choosing  
to stay at home and be independent 
for longer and the Australian 
Government is supporting that choice. 

To tailor our products and services 
to be more in line with consumers’ 
preferences and to generate new 
income streams, we have been 
exploring a range of potential 
support services like meals, mobility 
services and allied health as part 
of our future product offering. We 
expect significant growth in home 
care, delivering more services 

into customers’ homes. To better 
understand this potential we have 
begun piloting a new home care 
product stream, which allows 
us to remove some of the case 
management costs so consumers 
have greater choice and access to 
direct services. 

There were increased pressures 
across the year in all areas including: 
ensuring compliance; meeting 
consumers’ needs; being profitable; 
and keeping amenities and 
infrastructure up-to-date. Our strategy 
work has focused on ensuring we 
maintain our balance and strength 
to respond to these pressures and 
varying headwinds. 

We reviewed our asset portfolio over 
the past 12 months and following 
the sale of IRT Woolwich in October 
2020, we made the decision to 
sell our part of the Bulli Hospital 
and Aged Care Centre building 
to Illawarra and Shoalhaven Local 
Health District – as there was an 
urgent need for additional acute care 
beds in the region. 

To assist people to stay independent 
for longer we are building retirement 
villages like Henry Brooks Estate at 
IRT Kanahooka and the planned 
redevelopment of IRT Towradgi  
Park, which support ageing in place 
with integrated home care and 
adaptable living spaces. In the post 
reporting period we finalised the 
purchase of 15 hectares of land near 
Milton in the Shoalhaven region. It 
provides us with a great opportunity 
to affirm our position in, and 
commitment to, the region.

In the reporting year we had a 
much sharper focus on financial 
sustainability. We were successful 
in improving our operating result 
through optimising residential aged 
care funding, consolidating our office 
space, and improving operations.

Working within the current financial 
constraints and regulations set by 
government, we aim to continue 
meeting the expectations of our 
customers, residents and their 
families by making strategic  
choices to strengthen our future.  

A section of Stage 1 of Henry Brooks Estate at IRT Kanahooka.



It was a challenging year for our 
aged care centres with the COVID-19 
pandemic continuing to impact our 
residents and employees each and 
every day.

Our employees remained steadfast in 
their commitment to our residents, 
keeping them safe, secure and 
connected to their loved ones and 
health care providers. The IRT Connect 
app was one way employees helped 
residents and families stay connected 
and informed. Staff worked hard to 
acknowledge and celebrate residents’ 
birthdays, recognise special events 
and held Christmas celebrations in 
COVID-safe ways.

To ensure our residents’ health and 
safety we worked with the Australian 
Government to roll out the COVID-19 
vaccine to our aged care centre 
residents who consented to having 
the vaccine. 

We reviewed the Knowing Me form, 
which is used to learn more about 
our residents, their backgrounds, 
needs and expectations. Our 

Diversity and Inclusion Committee, 
Lifestyle Managers and Journey  
of Care team contributed to the 
review, and extended the form 
to include special needs groups 
including people living with a 
disability, veterans and those 
experiencing homelessness. 

We continued our support of 
Illawarra veterans through initiatives 
such as the Digger Drop-Off which 
started in 2020 to support diggers 
during lockdown, including those 
living in our aged care centres.  

There was a considerable focus on 
efforts to improve our occupancy 
rates, including streamlining 
processes, improving admission 
times for hospital referrals and 
developing better referral  
partner relationships. 

At IRT Thomas Holt Kirrawee we  
had a targeted, team approach  
to addressing occupancy issues, 
which also included a strategic 
marketing program to build brand 
recognition and generate enquiries. 
This resulted in increased occupancy 
at the aged care centre and 
improved engagement.

The COVID-19 pandemic, however, 
continues to impact occupancy rates 
across the sector, with the choice by 
some to delay the move into care 
due to concerns over restrictions, and 
while we made some headway, we 
did not meet our occupancy target.

Workforce

Workforce recruitment and retention 
continued to be a challenge 

with the COVID-19 pandemic 
putting increased demands on our 
employees. An enhanced workforce 
strategy was developed and several 
initiatives rolled out, including the 
development and implementation 
of a targeted recruitment campaign 
which has resulted in improved 
recruitment rates. 

Dementia design

As part of our Journey of Care, 
which personalises each resident’s 
care experience, we continued to 
embed dementia environmental 
design principles in our aged care 
centres. Work at IRT Thomas Holt 
Kirrawee’s dementia areas included 
the installation of personalised door 
decals on residents’ doors, which  
were chosen by the residents. 

The decals support resident 
independence, make it easier for 
residents to find their rooms, and 
create a talking point. 

Award

The extraordinary efforts of IRT’s aged 
care teams in the Shoalhaven and 
Eurobodalla in caring for residents 
and customers while under direct 
threat of the out-of-control 2019/2020 
summer bushfires, were recognised by 
Leading Age Services Australia (LASA) 
Excellence in Age Services Awards 
2020. The teams were named winners 
of the NSW and ACT Team Award. 

Compliance

There were unannounced 
accreditation audits by the Aged 
Care Quality and Safety Commission 
at seven IRT communities: IRT Five 

Our employees 
remained steadfast 
in their commitment 
to our residents . . .

Aged Care Centres
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Elaine Johns

Elaine pays it forward
Resident Elaine Johns is renowned for her passion for art.

Recently, she put her artistic skills to good use to help decorate a 
cubbyhouse built by IRT Moruya Aged Care Centre residents. It was 
part of the centre’s Pay it Forward initiative, which gives residents the 
opportunity to work on projects while supporting the local community. 

For Elaine, the hardest part of the project was deciding what to  
paint first!

“You want all these things that kids like. I thought you’d have a tree 
with some flowers, a little rabbit or cat hiding, maybe a rock with a 
ladybird on it, a snail going along.”

The painted and decorated cubbyhouse was donated to Eurobodalla 
Domestic and Family Violence Service Homelessness Support.

Islands, IRT Links Seaside,  
IRT Tarrawanna, IRT Culburra  
Beach (Shoalhaven Court),  
IRT Thomas Holt Kirrawee, IRT 
Kangara Waters and William Beach 
Gardens at IRT Kanahooka. 

At 30 June 2021 all centres remained 
accredited and modifications to our 
continuous improvement plans  
were implemented to address  
unmet requirements. 

Of the 42 audit requirements, at 30 
June IRT Culburra Beach (Shoalhaven 
Court) had 22 unmet requirements, 
IRT Five Islands had two (and has 
since returned to full compliance), IRT 
Links Seaside had 10, IRT Tarrawanna 
had one, IRT Thomas Holt Kirrawee 
had three and IRT Kangara Waters 
had no unmet requirements.

There were also three unmet 
requirements at William Beach 
Gardens at IRT Kanahooka, however 
the audit report for this aged care 
centre was received after 30 June. 

Our improvement plans include 
regular meetings with relevant 
stakeholders to ensure we stay on 
track and embed the improvements 
for long-term sustainability.

There were also 52 targeted infection 
control audits/assessment contacts, 
assessing our aged care centres’ 
outbreak management plans. All of 
our aged care centres were compliant. 

Third party food audits were 
conducted at all 21 IRT aged care 
centres (including IRT Woolwich  
prior to its sale) and all received 
A-grade passes.



Ensuring our retirement villages 
are ideal places for seniors to ‘age 
in place’ continued to be our main 
focus during 2020/2021.

Improving the built environment 
and providing support through 
technology and access to 
appropriate care and services  
were key ways we helped  
older Australians maintain  
their independence. 

A significant highlight was opening 
Stage 1 of Henry Brooks Estate at  
IRT Kanahooka, comprising 22 villas, 
in September 2020. 

Henry Brooks Estate is the next 
step in achieving our vision for the 
future of retirement village living 
and incorporates many design and 
technology features that support 
ageing in place and are mobility  
and dementia-friendly. 

For the first time, we offered new 
residents 50 hours of IRT home 

care services, to link them with 
the support they need to live 
independently. We now plan to 
provide a similar offering to new 
residents in all our retirement villages.

Stage 2 of the estate, including 13 
more villas, the Clubhouse and our 
new collaborative housing model 
Jasmine Grove were completed in 
September 2021. The building works 
for Stages 3 and 4 are underway. 
Jasmine Grove is a new model 
of housing designed for women 
over 55 living on their own. Eight 
villas have been purpose-built to 
promote sharing of resources and 
spaces while fostering friendships.

Our villages

Due to the COVID-19 pandemic  
we put some development projects 
on hold but proceeded with our 
master plan for redeveloping IRT 
Towradgi Park, with an extensive 
co-design and community 
engagement process.

Our plans will deliver industry-
leading ageing-in-place housing.  
For example, some units will 
include a garage that can be 
easily converted to carer’s 
accommodation should the need 
arise and space for future needs has 
been incorporated into the design.

We completed cladding remediation 
work at IRT Kangara Waters and IRT 
Links Seaside, finished upgrading 
and expanding IRT The Ridge, and 
continued repairing the 2019 storm 
damage that affected more than  
200 dwellings at our three Sunshine 
Coast sites.

Following the January 2020 
bushfires, we carried out bushfire 
mitigation work at a number of sites 
on the South Coast of NSW and 
elsewhere. This involved installing 
gutter guards, clearing vegetation 
and cutting down trees that posed 
a fire risk to our buildings. We also 
worked to ensure our sites can be 
quickly connected to a generator  
in the event of a power outage.

Performance

The year was shaped by the 
challenges of the global pandemic 
and keeping our residents and 
employees safe was our number  
one priority. 

While a slower housing market early 
in the pandemic initially dampened 
sales in our villages, from the start of 
2021 there was a significant uptick 
in enquiries, indicating seniors view 
retirement villages as offering a safe, 
secure and supportive environment. 

We ended the year with an average 
occupancy rate of 94.5%, well ahead 
of industry benchmarks.

Wellness checks

Supporting residents more broadly 
is an important part of ageing in 
place. We ramped up the Wellness 
Check program we started in the 
previous reporting year and by 30 
June had completed more than 
4000 checks. 

The program to check in on our 
residents, see how they are going 
and to connect them to appropriate 
services has already resulted in 
about 170 referrals to our Home 
Care team.

Retirement Villages

Henry Brooks Estate 
is the next step in 
achieving our vision 
for the future of 
retirement village 
living . . .
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Liz Allen

Riding into retirement
IRT The Ridge resident Liz Allen has never been busier. From working 
part-time, volunteering and looking after the grandkids, to pursuing 
her love of cycling, Liz is using retirement to do all the things she’s 
always wanted to do.

In 2021, Liz completed an incredible 2740km ride across the 
Nullarbor from Perth to Adelaide, adding to her list of adventures 
which includes cycling across France and Victoria.

“I’ve been fascinated with the Nullarbor for many years. My great-
grandmother’s brother was the telegraph station master at Eucla 
[Western Australia]. In the early 1900s, the telegraph station used  
to transmit messages between the east coast and the west coast,” 
she says.

“I really enjoyed the ride and it was a wonderful journey. The 
scenery was spectacular and changing all the time.”

IRT Connect

COVID-19 spurred us to  
accelerate introduction of our  
new communication tool, IRT 
Connect. Among its features,  
the app gives residents access  
to IRT announcements and  
COVID-19 updates, their Village  
Rules, shared events calendars  
and maintenance requests.

Maintenance system

We completed the rollout of our 
new online maintenance system 
in February 2021, delivering better 
workflow management and 
efficiencies. Residents can continue 
to log maintenance requests by 
email or phone and more recently  
via the IRT Connect app. 

Digital literacy 

We were successful in gaining  
a $50,000 Be Connected grant,  
an Australian Government  
initiative aimed at increasing  
the confidence, skills and online 
safety of older Australians in  
using digital technology.

The grant covered 25 of our 
retirement villages and by 30 June 
we had hosted at least one session  
at each of our villages.

Sessions were run by a professional 
trainer accredited as a Be Connected 
educator and have covered topics 
including: getting to know your 
device; cyber security; and social 
media apps. 

These sessions have incorporated 
training on how to use the IRT 
Connect app.



A combination of innovation and 
steadiness were hallmarks of the  
Home Care team’s year.

We demonstrated steadiness with  
our ‘back-to-basics’ approach, 
focusing on improving our processes 
and becoming a leaner and more 
efficient business unit.

Our team members showed 
great resilience yet again as they 
confronted the challenges of the 
COVID-19 pandemic and worked 
hard to support each other and  
their customers.

Across the year we provided care 
and services to 4019 customers. 
We achieved a record number of 
customers on Home Care Packages  
– 1019, which was just five short of  
our target. At 30 June we had a  
further 1273 customers utilising our 
other programs.

Innovation came to the fore as we 
found ways to deal with restrictions 
imposed by the pandemic. This 
included using video conferencing  
for staying connected with our 

colleagues and trialling new 
approaches with our customers.

One trial involved placing an Ohmni 
telepresence robot in a customer’s 
home as a way to overcome social 
isolation and give uninterrupted 
access to care during lockdown (see 
case study opposite). The robot can be 
used to conduct daily wellness checks 
remotely as well as care plan and 
budget reviews. We plan to launch the 
robot as a service that customers can 
buy outright or lease monthly.

We also started piloting a new home 
care offer – a hybrid between our full 
service model and self-management 
– with six customers. Customers 
can reduce costs by accessing 
online templates to set their goals, 
participating in remote sign-ups and 
engaging in more online interactions 
with our team. We’re building a 
formal business case to take the 
pilot to the market as an alternative 
service offering.

We’re continuing to trial a new 
operating model for our rostering 
team, which focuses on forward 
roster planning. We are also exploring 
using artificial intelligence to deliver 
more efficient rosters and will 
continue to pursue such  
technology-driven initiatives.

Department of Veterans’ Affairs 
(DVA) programs

At 30 June we had 892 Veterans’ 
Home Care (VHC) customers across 
Sydney, the Illawarra, Far South Coast 
and ACT and two full-time VHC 
program coordinators. 

We also have more than 50 DVA 
Community Nursing customers on 

the South Coast and Far South Coast, 
who are cared for by our Enrolled 
and Registered Nurses.

Commonwealth Home Support 
Programme (CHSP)

CHSP provides a range of entry-level 
aged care services for older people 
and their carers who need assistance 
to keep living independently at 
home. At 30 June we had 363  
CHSP customers.

Our CHSP funding has been 
extended until 30 June 2022 and  
has been approved as ‘flexible’, 
meaning we can allocate the  
funding to programs and services 
with higher demand. 

The IRT Wellness Centre at  
Woonona, which receives Centre 
Based Respite funding, was forced  
to close for parts of the year due  
to COVID-19 restrictions. 

Booraja home care, providing 
culturally appropriate care to 
Indigenous Elders, is managed in 
partnership with our Age Matters 
team and supported 80 Elders  
during the year.

Transitional Aged Care Program 
(TACP)

TACP provides short-term restorative 
care to patients returning home 
from hospital. We manage 120 TACP 
packages in the Illawarra, South 
Coast, Eurobodalla, Bega, Cooma  
and Queanbeyan/Palerang areas. 

Private Fee for Services 

We also have more than 100 Private 
Fee for Services customers, most of 
them in the Illawarra.

We demonstrated 
steadiness with 
our ‘back-to-basics’ 
approach . . .

Home Care
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David Robson

The future is now
IRT Links Seaside resident and Home Care customer David Robson had 
the chance to test-drive the future with the trial of a telepresence 
robot in his home.

The robot, loaned by Robots4Good, allowed David’s family and IRT 
Home Care manager to check on his welfare remotely. The wheeled 
device is operated ‘hands-free’ and features a wide-angle camera 
and tilting neck which can dock itself onto a charging station. 

The robot trial assessed how technology can help overcome social 
isolation and improve access to home care during lockdown. 

“Dad was really stoked to have the robot. It followed him around  
his home and out onto the balcony where I could see the view that 
Dad was seeing. It was like having a window that looks right into 
Dad’s world. I even played chess with him from afar,” Peter [David’s 
son] says.

Workforce challenges

We had an 18% turnover of 
employees during the year and 
recruiting new employees is difficult 
across our industry. Older care 
workers in particular are concerned 
about the pandemic and are either 
choosing to leave the industry or  
not to accept additional hours. 

We’ve been exploring ways to 
recruit and retain more staff, as well 
as options for outsourcing some 
services, such as domestic cleaning, 
to third parties and utilising more 
technology for others, such as 
remote monitoring and wound care.

Our new employee recognition 
program played an important role in 
demonstrating how much we value 
our existing employees. We received 
120 nominations in six categories 
and our awards ceremony in June 
was a great success.

Compliance

IRT’s home care hubs have not been 
audited since the new Aged Care 
Quality Standards were introduced 
in July 2019 so we employed an 
external consultant to conduct ‘mock’ 
audits to prepare us for official audits 
expected in 2021/2022. This process 
identified what we’re doing well and 
areas for improvement.

At 30 June 2021 all Home Care  
hubs remained accredited against 
the standards.



textured main meal options, 112 
textured morning/afternoon teas 
and 335 textured desserts.

IDDSI allowed us to introduce a 
wider range of foods and textures 
into the diets of our residents and 
we have progressed to making 
individual meal plans. 

Resident feedback on the IDDSI 
meals was also very encouraging.

Our customers

In addition to servicing our aged 
care centres, we continued to 
work with and distribute meals to 
many other aged care providers, 
as well as Flagstaff Fine Foods, 
which distributes meals to National 
Disability Insurance Scheme 
customers across the country and  
to those receiving care in the home. 

We also provided pureed moulded 
meals to external customers. These 
meals are designed for people who 
have problems with swallowing  
and are specifically designed to 
enhance the meal experience by 
looking like the original food.

Food safety

In March 2021 our international 
accreditation ISO 22000:2018 (food 
safety quality management systems) 
was renewed, reflecting our 
ongoing commitment to producing 
quality food that is consistently safe.

We also maintained our NSW  
Food Authority A-Grade food 
licence along with our HACCP 
(Hazard Analysis Critical Control 
Point) certification.

Keeping our customers, residents 
and employees safe and improving 
our residents’ meal experience was 
key to the work of IRT Catering 
during the year.

To keep our customers safe, our 
catering employees adapted to 
COVID-safe practices, established 
detailed COVID management 
plans and also modified delivery 
processes. This included developing 
contactless delivery and additional 
hygiene procedures through the 
entire production process.

We continued to support our 
employees, who took part in the 
Emotional Culture Deck program, 
which was used to understand 
their preferred ‘feeling states and 
emotions’ at work, and developed 
a team ‘culture canvas’. Overall 
feedback was positive, which 
created a solid platform from which 
our employees can navigate the 
challenging operating environment.

We invested in our Unanderra-
based catering facility to improve 
its production capability, and to 
ensure we continued to meet food 
standard and safety requirements 
and the dietary needs of our 
residents as they age.

We remained committed to buying 
Australian-made products where 
possible and supported the Illawarra 
region by using local suppliers. 

We produced 54,398 meals per week 
during the year, which amounted 
to producing approximately 20,000 
tonnes of food a week. These  
figures represent a small decrease 

from the previous year due to the 
sale of IRT Woolwich. 

Our recipes continue to be 
developed by professional chefs and 
reviewed by nutritionists, with the 
needs of our residents and clients  
in mind. 

Food Focus Forum

We introduced Food Focus Forum 
meetings across our aged care 
centres, where an IRT Catering 
representative attends, listens to 
resident feedback and discusses 
food development and innovation. 
We use feedback from our residents 
and aged care hospitality managers 
to improve our menus and facilitate 
resident choice.

IDDSI

To support our residents on texture-
modified diets we introduced a 
new initiative into our aged care 
centres, known as the International 
Dysphagia Diet Standardisation 
Initiative (IDDSI). 

IDDSI is a global initiative that  
details the way texture-modified 
foods and thickened liquids are 
tested, prepared and presented for 
people who have difficulty chewing 
or swallowing. 

Each aged care centre resident was 
assessed by a speech pathologist 
and allocated an IDDSI food and 
beverage texture level. 

To produce food and beverages 
to different thickness levels, 
changes were made to our catering 
processes and procedures. This 
included the introduction of 339 

IRT Catering
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IRT St Georges Basin Aged Care Centre

Joyce Francis 
“I have painted, sketched and drawn all my life. Since 
moving to IRT St Georges Basin, the team has been 
incredibly supportive in helping me continue my 
passion for art. They assist me to run regular classes 
to teach residents how to paint, and before the 
COVID-19 pandemic I was teaching lessons at the 
local Community Centre. I met my fiancé Fred in one 
of my IRT classes, and we do a lot of painting together. 
I’ve also been able to set up a space in my room with 
water colours, pastels and acrylic paints, which lets 
me paint for myself. When I’m painting, I feel relaxed. 
I often don’t know what time it is and I don’t care.”

IRT Greenwell Gardens Retirement Village 

Ve Rao
“I’m used to new beginnings. I’ve moved from India 
to England, then England to Australia. My latest new 
beginning was moving with my husband between 
retirement villages from IRT Tarrawanna Gardens to IRT 
Greenwell Gardens, to be closer to my daughter. The 
staff were really helpful in making the move as smooth 
as possible, as we settled into our new accommodation 
and facilities and made new friends. I was thrilled to 
be able to organise and run regular line dancing and 
exercise classes, which I also ran at Tarrawanna Gardens. 
It was hard when we had to stop these activities during 
the 2020 COVID-19 pandemic, and I was so happy when 
classes could start again. The exercise classes are as much 
about exercise as they are about mental stimulation.”

IRT Home Care and IRT Kangara Waters  
Retirement Village 

Janice Hodgson 
“People ask me what it’s like living at the IRT Kangara 
Waters Retirement Village, and my response is that 
everybody is so friendly and positive. I receive some 
domestic assistance through IRT Home Care because of 
health issues, and this takes the pressure off myself and 
my family so we can enjoy times together when they visit, 
and I can spend more time around the village. I visit my 
husband Fred (pictured) each day, who is at the aged care 
centre. We love to go to the Birrigai Cafe [at IRT Kangara 
Waters], and they know us so well that often by the time 
we sit down, our tea is already on the table! I appreciate 
the fact they’re dementia friendly, which means the staff 
understand and connect with people who have dementia 
(like Fred). We wouldn’t want to be anywhere else.”



We also developed a program of 
initiatives relevant to a wider range 
of cultures and backgrounds, which 
included Harmony Day activities 
for our residents and customers.

Work health and safety

The main focus of the Work Health 
and Safety (WHS) team during 
the year was on safety leadership 
and culture, and setting positive 
performance indicators that 
drive preventative activities.  

IRT leaders demonstrated safety 
leadership by conducting 65 
safety engagements with frontline 
employees as well as countless hours 
of risk management. We started a 
new hazard awareness and reporting 
campaign, aimed at promoting a 
proactive approach to WHS, and 
employees reported 596 hazards. 

Our leaders worked with employees 
to address these hazards, thereby 
avoiding potential injuries. Control 
measures were implemented for 96% 
of these hazards. The Lost Time Injury 
Frequency Rate (LTIFR) increased this 
year (30.14 compared to 15.05 last 
year). This is believed to be in part due 
to increased pressures experienced 
by all during the pandemic; and 
refined reporting processes to 
ensure all incidents are captured.

The COVID-19 pandemic has had an 
unprecedented impact on the way 
people work together. Through our 
risk management framework and 
drawing on extensive consultation 
and cooperation, we worked 
tirelessly to prevent the spread of 
the virus, to protect our employees, 
volunteers, residents, customers 
and the broader community. 

IRT’s new Leading with Care program 
has been the linchpin of our 
efforts to develop our culture and 
improve employee engagement.

The program aims to increase the 
leadership capabilities of managers 
at every level within IRT so they 
can more effectively inspire our 
employees, reduce staff turnover 
and build high performing teams. 

Leading with Care has multiple 
strands, including an Executive team 
and senior manager development 
program and a similar program 
for operational managers. It also 
engages frontline employees in 
defining the work environment they 
wish to create and in identifying 
the actions required to achieve it. 

More than 100 participants have 
completed the two leadership 
development programs, which 
included 360-degree feedback on 
leadership attributes, individual 
coaching and team workshops. 

More than 250 frontline team 
members participated in Emotional 
Culture Deck (ECD) workshops across 
the business as part of the program. 
The ECD workshops enable team 
members to identify and agree on 
their preferred ‘feeling states and 
emotions’ while at work, and the 
actions they can take to achieve them. 
Each workshop resulted in a team 
‘culture canvas’ that summarised the 
team’s commitment to improving 
their work environment.

Employee recognition

We launched a new IRT recognition 
program in April 2021, to 
acknowledge our employees’ hard 
work and dedication to improving the 

lives of our residents and customers. 

The program is based on a 
series of business unit-specific 
awards ceremonies, culminating 
in a group-wide event.

The Home Care team staged a 
successful awards event in June 
2021. More than 120 nominations 
were received in six different 
categories, from Excellence in 
Service Delivery to Leadership 
Excellence. The other business units 
will hold their ceremonies during 
the 2021/2022 financial year.

Resourcing

Resourcing remains an ongoing 
challenge for the industry and IRT is 
no exception. Staff shortages have 
a detrimental effect on employee 
engagement, contributing to 
fatigue and a feeling of being 
overwhelmed at work. 

We have significantly upped the ante 
on our recruitment efforts, which 
include improved careers marketing, 
financial incentives for new recruits 
to relocate to regional areas, and 
improved workforce planning to ensure 
recruitment needs are clearly defined. 
Recruitment will remain a significant 
focus for IRT for some time to come. 

Diversity and inclusion

We adopted a Diversity and Inclusion 
Framework in May, as part of our 
Clinical Governance Framework, aimed 
at making IRT more inclusive for our 
employees, residents and customers. 

Steps taken so far include incorporating 
an Acknowledgement of Country in 
our email signatures and meeting 
templates and developing a range 
of resources to educate employees.

Culture
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IRT Woodlands Aged Care Centre

Kylea-Anne Cutter 
“I’ve worked at IRT Woodlands for five years. I chose 
to get into aged care after listening to a friend of 
mine who works in aged care talk about her job. 
It sounded like something I’d like to do, so I gave 
it a go, and now here I am, 12-and-a-half years 
later in the industry doing something I love. I 
love coming to work because I enjoy helping the 
residents. I get such satisfaction from the residents 
appreciating what you do for them. The best part 
of my day is seeing the residents smile, especially 
when we do lifestyle activities with them. The 
other day we helped them make scones, and they 
were smiling from ear to ear. They just loved it.”

Facilities Management 

Nick van Tol
“I started with IRT in 2004 as an apprentice gardener. 
Since then I have completed my apprenticeship and 
worked in a number of roles in the Maintenance team. 
I enjoy coming to work each day and experiencing the 
day-to-day interactions with the residents I support. 
It’s important to me that every resident is treated 
like my own parents or grandparents, and this 
is something that my entire team prioritises. My 
favourite part of the job is completing the little tasks 
that I know have the most meaning for our residents 
– I still get requests once a year from residents to 
prune their roses, which puts a smile on my face.”

IRT Home Care

Kylie Maylin 
“I’ve always wanted to work in aged care, so after 10 
years of thinking I was too old to make a change I 
finally registered my interest with IRT and was able 
to get qualified. I absolutely love my job; I’m always 
meeting new people and hearing interesting stories 
from customers. My customers are all beautiful people 
and I love making new bonds with them all. There’s 
a variety of tasks that you can do and the flexibility of 
being out and about is so great. Knowing that you’re 
helping someone and allowing them to keep some 
of their independence, and that they truly appreciate 
what you do gives me the most job satisfaction.”



Our IRT Academy team worked 
diligently to deliver the training 
and education needs of IRT’s 2600 
employees during the reporting year.

Faced with the challenges presented 
by the COVID-19 pandemic, we 
adapted to provide much of our 
training and education via virtual 
classes and online courses.

We focused on delivering the 
additional training required to meet 
enhanced infection control standards 
at the same time as continuing to 
develop our clinical nursing resources.

During the year IRT employees 
devoted 43,117 hours to learning 
and development (excluding IRT 
Academy courses). This included 
5250 hours devoted to COVID-
19-related training. We assigned 
employees 12,302 hours of online 
education and achieved an 81% 
completion rate.

Clinical development

At 30 June we were supporting 10 
nursing cadets to build a career with 
IRT. The nursing cadetship program 

has been in place for a decade and 
past graduates have risen to senior 
roles within the organisation.

The Aged Care Centres business has 
also committed to recruiting up to  
15 graduate Registered Nurses 
(RNs) each year and our current 
cohort is 12. We support them to 
embark on their new careers, with 
a comprehensive on-boarding 
program, targeted education plan 
and access to nursing leadership.

The third plank of our clinical 
development program is our RN 
leadership program. In 2020, two 
of our developing nurse leaders 
enrolled in the inaugural University  
of Wollongong (UOW) Gerontological 
Nursing Competencies program. 
The program attracted Australian 
Government funding to help 
develop the nation’s aged care 
nursing workforce and, continuing 
our strong partnership with UOW,  
we were involved in its development.

Frontline education

Despite the turmoil of the year, our 
operational education programs 
continued and evolved. The 
investment we’ve made over recent 
years in digital, scalable learning 
solutions meant we continued to 
meet our regulatory requirements 
and help our people develop their 
core skills.

One challenge was meeting our 
annual obligation to observe 1800 
aged care employees wash their 
hands correctly and don/doff their 
Personal Protective Equipment (PPE) 
efficiently. We opted to align this task 
with the flu vaccination rollout. Our 

Clinical Nurse Educators (CNEs) set 
up competency assessment stations 
to observe the handwashing and PPE 
use, at the same time as employees 
received their vaccination. Each 
employee then received a written 
‘competency passport’.

Our CNEs also developed a ‘two birds, 
one stone’ education program. Each 
quarter they check in on a critical 
skill area and a customer/people 
capability. Combinations have 
included: personal care and customer 
communication; clinical observations 
and buddying; and infection control 
and teamwork. This approach brings 
together our dual commitment to 
the Aged Care Quality Standards and 
the IRT Customer Promise. 

We introduced Wounds Wednesday, 
to meet the challenge of a busy 
workforce and the range of clinical 
knowledge required. Wounds 
Wednesday is a weekly lunchtime 
session streamed to all aged care 
centres. Recordings are posted on 
our Workplace by Facebook platform, 
providing dynamic, engaging and 
up-to-date content in new and 
accessible ways.

Professional development

Our suite of professional 
development continued as much as 
practicable, with our training partners 
shifting their programs to virtual 
classes and online content. Magneto 
(business writing), RAM Education 
(project management) and FireSafe 
NSW (fire safety) were some of our 
partners who made swift changes  
to their services to continue training  
our people.

During the year IRT 
employees devoted 
43,117 hours 
to learning and 
development . . .

IRT Academy 
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Debrah Petrovski

Debrah discovers her passion
After caring for her father who battled a type of dementia called Lewy 
body disease, Debrah Petrovski realised her purpose was in the aged 
care industry.

Joining IRT in mid-2019, Debrah, a home care employee, experienced 
work that she found meaningful and rewarding. 

With a strong desire to further her skills, Debrah completed a 
Certificate III in Individual Support (Ageing) with IRT Academy. Her 
determination to succeed and genuine passion for caring is noticed by 
everyone around her, and in June she was named Vocational Student 
of the Year for Southern and South Western Sydney region at the 2021 
NSW Training Awards. 

“I’ve always wanted to make a difference in someone’s day, and I 
now achieve this daily. The satisfaction you get knowing you help the 
most vulnerable – that’s priceless,” she says. 

Course delivery

Due to the COVID-19 pandemic, 
the academy team flipped their 
operating model in early 2020. A 
blend of virtual learning, online/
anytime learning, face-to-face 
experiences and targeted support 
took shape and became our ‘new 
normal’. During the year the team 
conducted a range of check-ins and 
surveys to monitor the experience 
of the students and used this 
information to improve our courses.

During the year we delivered 14 
full qualification courses and 46 
short courses. We had a total of 458 
students, which included 390 IRT 
employees and 68 external students.

To meet heightened requirements 
around infection control, we 
delivered the HLTSS00064 Infection 
Control Skill Set to 41 employees 
across our aged care centres and 
home care hubs.

The academy was accredited to 
deliver updated Leadership and 
Management qualifications during 
the year. As a result our 2021 students 
were able to enrol in the latest 
release of the BSB50420 Diploma in 
Leadership and Management and 
BSB40520 Certificate IV in Leadership 
and Management.

We also performed well in the NSW 
Vocational Education and Training 
(VET) Student Outcomes Snapshot:

•  90.3% said they’d achieved their 
main reason for training (NSW 
average 86.7%)

•  93.3% said the training was relevant 
to their vocation (NSW average 80.7%).



Centre on Quality of Life’s Personal 
Wellbeing Index (PWI). The PWI 
average for people aged 66-75 is 72.3.

Hoarding 

We started a hoarding support 
program in the Illawarra and 
Shoalhaven in May 2021 to help 
older people struggling with this 
serious and complex issue. The Buried 
in a Lifetime of Treasure Hoarding 
Support program is supported by a 
$25,000 grant from COORDINARE, 
the South Eastern NSW Public Health 
Network (PHN), through the Australian 
Government’s PHN Program.

Booraja home care

Booraja provided culturally 
appropriate home care services 
to 80 Indigenous older people 
from Batemans Bay to Wallaga 
Lake during the year.

Booraja employs and trains local 
Indigenous people as carers and in 
November 2020 benefitted from 
a new national grant to recruit 
and train 15 new employees. The 
National Indigenous Australians 
Agency provided the Indigenous 
Advancement – Job, Land and 
Economy Programme grant 
and the funding amount is 
contingent on milestones being 
met in the 2021/2022 year.

Booraja also secured a 12-seater 
bus from IRT, which is used 
for group activities.

Key partnerships

Age Matters was among 150 local 
organisations that partnered with the 
NSW Department of Communities 
and Justice to complete the 

The Age Matters team continued 
delivering on its social impact goals 
during the reporting year, despite 
the many challenges presented 
by the COVID-19 pandemic.

Helping older Australians facing, or 
at risk of, homelessness remained 
our key focus. The number of 
vulnerable people needing our 
assistance continues to grow as the 
population ages. In 2020/2021 this 
was compounded by a housing 
market that made it difficult for 
older people to find suitable and 
affordable accommodation. 

In addition, when the provision of 
emergency accommodation by 
the state government for rough 
sleepers during the height of the 
2020 pandemic ended, many 
people were reintroduced to 
precarious housing situations.

Our clients also presented with more 
complex problems, including mental 
health issues and comorbidities, 
and so our social impact activities 
became more important than ever. 

Housing initiatives

Through our Assistance with Care and 
Housing (ACH) program we helped 
93 clients, a 48% increase on the 
previous year. We devoted more than 
2600 hours to supporting our clients 
to find suitable accommodation.

In June 2021, we secured significant 
additional ACH funding through 
the Commonwealth Home 
Support Programme, which will 
provide more assistance to at-risk 
older people in the Illawarra and 
Shoalhaven regions of NSW.

We also offered 56 IRT retirement 
village units to vulnerable older 
people, including three units to 
help clients build a rental history 
and transition to more permanent 
housing. We managed seven units 
at IRT Gunyah at Berkeley, a NSW 
community housing initiative. 

We were thrilled in June when 
our homelessness program was 
recognised in the Illawarra-based 
Community Industry Group’s 
Community Services Awards 2021.

Service linkage

Our service linkage program 
continued to deliver results for clients, 
focusing on early intervention and 
tailored support to link vulnerable 
people to appropriate services 
and to prevent homelessness.

During the year we helped 55 clients, 
a 17% increase on the previous 
year. Those clients achieved 217 
self-identified goals. Their sense of 
achievement rating climbed to 59, 
up from 50 six months earlier. This 
rating is based on the Australian 

Age Matters 

The number of 
vulnerable people 
needing our 
assistance continues 
to grow as the 
population ages.
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Bert Mathers

Bert finds his new home
After sailing around Queensland’s Whitsundays for several years, 
Bert Mathers returned to the Illawarra. But Bert was living in a 
caravan, which was unsuitable for his needs and he was referred  
to Age Matters for help through the Assistance with Care and 
Housing (ACH) program.  

The Age Matters team was concerned about Bert’s insecure 
living arrangements. The team was able to offer Bert temporary 
accommodation at IRT Towradgi Park Retirement Village and help 
him apply for social housing. With the support of the Age Matters 
team Bert was able to find a flat to call home.

“I don’t know what I would’ve done without them, I’ve never  
been in this position before,” Bert says. “I couldn’t be happier  
in my new flat.”

Homelessness Street Count in more 
than 280 NSW towns and suburbs. 
The data helps inform the best way 
to fund homelessness services.

Our partnership with Good Will 
Only, a collaboration of Wollongong 
restaurateurs, continued to see 
hundreds of meals delivered to 
isolated clients during the 2020 
winter peak of the pandemic. We also 
maintained our informal partnership 
with Savvy Fitness in Wollongong, 
with many of its members becoming 
Friendly Assistance volunteers, 
helping to reach out to our clients 
during their time of need.

Volunteering

Volunteers continued to play a big 
part in life at IRT, despite having 
limited access to our aged care 
centres due to pandemic restrictions. 
We were thrilled that 461 volunteers, 
comprising 383 IRT volunteers and 
78 third-party volunteers, remained 
committed to supporting our 
residents and customers. New roles 
included Wellness Check Volunteers, 
who helped to screen visitors to our 
aged care centres, and IRT Connect 
Volunteers, who assisted with digital 
visits through the IRT Connect app.

Our Volunteer Coordinator and five 
Regional Volunteer Representatives 
organised expos in several regions to 
simplify training, ensure compliance 
requirements and keep volunteers 
engaged. In May we were delighted 
to hold National Volunteer Week 
celebrations to honour the 
contribution of our volunteers. Many 
celebrated significant years of service 
and were awarded certificates to 
recognise their commitment. 



Nutrition and hydration

There was a continued focus 
on nutrition and hydration. We 
introduced the International 
Dysphagia Diet Standardisation 
Initiative (IDDSI) into our aged care 
centres. IDDSI supports our residents 
who require texture-modified diets 
and we implemented policies and 
procedures to support its rollout. 

Corporate governance 
The Board continued its journey of 
continuous improvement in the 
clinical governance space with 
additional training. We also appointed  
Jennifer Stuart Smith to the Board –  
a Director with direct clinical and  
aged care experience.

The Board is assisted by three 
committees – the Audit, Risk and 
Compliance Committee, the People 
and Culture Committee and the 
Governance Committee. These 
committees allow the Board to 
address complex and specialised 
issues more effectively.

Reviews and improvement

The Board conducted an internal 
evaluation of its performance, which 
found it continues to have mature 
governance practices in place. The 
Board undertook further compliance 
training in March 2021.

As a not-for-profit organisation,  
we also conducted our annual  
self-assessment against the  
Australian Charities and Not-for-
profits Commission’s Governance 
Standards and found that IRT’s 
operations are consistent with  
the Governance Standards. 

We worked hard during the year 
to ensure all our aged care centres 
remained accredited. While some of 
our sites did not meet all requirements 
when audited, improvement plans are 
in place, and they were re-accredited.

Clinical governance 
Ensuring we remained compliant with 
government standards while meeting 
additional COVID-19 related legislative 
requirements was an enormous 
challenge during the year. 

The frequency of legislative change 
and volume of compliance activity 
drove us to re-prioritise and adapt  
in response. 

Our Clinical Governance Framework 
supports good clinical governance 
and guides our care operations. Local 
committees report to the Clinical 
Governance Committee to ensure 
that local issues are understood. 
The Clinical Governance Committee 
reports through to the Board’s 
Governance Committee to ensure the 
Board has the information it needs to 
have oversight over our care services.

Policies and procedures

We reviewed and updated our core 
policies and procedures, not only to 
meet legislative requirements but 
to ensure we continued to provide 
safe and quality care. During the year 
we: completed a major review of our 
palliative care policies and procedures; 
developed a Diversity and Inclusion 
Framework; updated the Influenza 
Vaccination Policy; updated and 
developed new COVID-19 outbreak 
management plans and procedures; 
revised and updated the Continuous 
Improvement Policy as well as the 
Feedback and Complaints Policy and 
Procedure, including open disclosure.

We were compliant with the Serious 
Incident Response Scheme (SIRS), 
a universal system for all aged care 
providers, which replaced  
our compulsory reporting 
arrangements on 1 April 2021. To 
support the scheme, which helps 
to prevent and reduce incidents 
of abuse and neglect in residential 
aged care, we reviewed our incident 
management procedures.

We also prepared for the introduction 
of new restrictive practice legislation 
for residential aged care, which 
requires behaviour support plans  
for residents and supporting policies 
and procedures. A restrictive practice  
is any practice or intervention that  
has the effect of restricting an  
aged care resident’s rights or  
freedom of movement. 

We are required to collect and 
provide quality indicator data to the 
Department of Health and during the 
year we prepared for the addition of 
new indicators.

The Board continued  
its journey of 
continuous 
improvement in the 
clinical governance  
space . . . 

Governance
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Jennifer Stuart Smith

New Director appointed
Jennifer Stuart Smith is passionate about improving the lives of older 
Australians and leading organisations into the future. Appointed to 
IRT’s Board in April 2021, she was the immediate past CEO of James 
Milson Village, a not-for-profit provider of aged care and retirement 
living in North Sydney. 

Ms Stuart Smith previously held senior management roles at Moran 
Health Care and Living Care, spent time working for both the 
NSW and ACT departments of health and has a strong clinical care 
background as a Registered Nurse. 

“I’ve always had a strong interest in aged care and working hard to 
effect change, to help our industry improve and grow, and deliver 
quality outcomes for residents, customers and their families,”  
she says.

We also made continuous 
improvements to the way we  
collect data and provide assurance  
to the Board.

Engagement

Connecting with our workforce 
remained an important focus. The 
Chair and CEO completed part of their 
annual tour of our sites, visiting 17 
across the Illawarra, Shoalhaven and 
Sydney to engage with employees. 
Although COVID-19 restrictions 
forced a postponement, the valuable 
employee insights gained assisted 
with elements of our organisational 
review and restructure, which was 
announced in April 2021.

Organisation restructure

The Executive undertook a strategic 
review of our organisation, aimed at 
streamlining and positioning IRT for 
a stronger future, while sharpening 
our focus on our frontline employees 
who deliver care and services to our 
customers and residents. The new, 
streamlined structure that came into 
effect from 1 July 2021 included a 
smaller Executive team – from 10 to 
eight; allowing for our shared service 
functions to be better aligned.

Directors and General Members

At 30 June 2021 there were seven 
Directors on the Board, including 
the Chair. Six are elected Directors 
and one is appointed. Jennifer 
Stuart Smith joined the Board in 
April 2021, replacing Michael Hyde 
who retired in 2020. The Board is 
accountable to our General Members, 
who are representatives of our local 
communities, and at 30 June 2021  
we had 78 General Members.



COMMITTEES
There are three committees of the Board. Each has its own charter, which 
defines its role and objectives. The committees provide advice and 
recommendations to the Board to facilitate and inform the Board’s decisions. 

The CEO, as well as the Company Secretary and at least one other member  
of the Executive team attend each committee meeting.

MICHAEL HALLORAN

Chair, 2016 – current

Director, 2012 – current

Mr Halloran is a member of the People 
and Culture Committee, the Audit, Risk 
and Compliance Committee and the 
Governance Committee. 

MICHAEL HYDE

Director, 2012 – December 2020*

Mr Hyde was a member of the 
Governance Committee  
(until November 2020).
*Most recent tenure

DR LEE MOERMAN

Director, 2012 – current

Dr Moerman is a member of the Audit, 
Risk and Compliance Committee.

ANITA MULROONEY

Director, 2015 – current

Ms Mulrooney is Chair of the  
People and Culture Committee  
and a member of the Audit, Risk  
and Compliance Committee.

IRT Directors
PETER FITZGERALD

Director, 2017 – current

Mr Fitzgerald is Chair  
of the Audit, Risk and  
Compliance Committee.

MICHAEL BASSINGTHWAIGHTE AM

Director, 2018 – current

Mr Bassingthwaighte is Chair  
of the Governance Committee. 

DR KELLIE MARSHALL

Director, 2019 – current

Dr Marshall is a member of the 
People and Culture Committee  
and the Governance Committee.

JENNIFER STUART SMITH

Appointed Director,  
2021 – current

Ms Stuart Smith is a member  
of the Governance Committee.
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PATRICK REID

Chief Executive Officer  
and Company Secretary

NIA BRIGUGLIO

Executive General Manager   
Aged Care Centres

Also responsible for IRT Catering.

STIG ANDERSEN

Executive General Manager 
Retirement Villages*

ROSS GALLAGHER

Executive General Manager   
Home Care and Retirement Living

Also responsible for Age Matters.

JAMES PEARSON

Executive General Manager  
Finance

Also responsible for Procurement.

DEBORAH DE SANTIS

Executive General Manager  
Customer and People

Also responsible for Corporate Affairs, 
Sales, Marketing and IRT Academy.

SAM McFARLANE

Executive General Manager  
Strategy

Also responsible for Property 
Development, the Project 
Management Office and Product 
and Service Innovation.

CAMPBELL McGLYNN

Executive General Manager 
People and Culture*

JOHN VOHRADSKY

Executive General Manager  
Infrastructure and Technology

Also responsible for Facilities 
Management and Data and 
Business Intelligence.

LOUISE LEAVER

Executive General Manager   
Quality and Governance, and 
Company Secretary

Also responsible for Legal, Risk 
and Work Health and Safety.

* Role redundant from 1 July 2021.

IRT CEO Patrick Reid (seated centre) with 
Executive General Managers (from left)  
Nia Briguglio, Sam McFarlane, Stig Andersen, 
Campbell McGlynn, James Pearson,  
John Vohradsky, Deborah De Santis,  
Ross Gallagher and Louise Leaver.

Audit, Risk and  
Compliance Committee

The committee’s functions include 
oversight of IRT’s key assurance 
frameworks and policies including 
risk management, compliance, 
internal and external audit, and the 
whistleblower program.  

People and Culture Committee

The committee assists and advises the 
Board in relation to the culture of IRT 
to ensure a positive culture focused on 
quality and safe person-centred care 
for our customers. The committee also 
oversees the system of recognising 
and rewarding our employees.

Governance Committee

The committee advises the Board 
in relation to corporate, clinical and 
safety governance items and ensures 
that there are appropriate controls 
and protections in place.

Executive team



$1.45b
What we own

$1.04b 
What we owe

Financial performance

Net result of EBITDA of Revenue of 

$11.7m$9.7m$232.9m 
Cash and cash  
investments of 

$124.1m 

Net proceeds from RADS 
 and entry contributions

 $18.6m

Capital expenditure to  
support business expansion

 $31.3m

KEY POINTS

Operational revenue  
increased 6% to $232.9 

million, driven predominantly by 
improvements in the IRT Thomas 
Holt aged care sites, combined with 
improvements in the Aged Care 
Centres and Home Care business units.

Revenue growth was achieved 
despite declining occupancy 

levels at our aged care centres, with 
additional funding received for 
supporting residents with higher  
and more complex acuity levels. 

During the year, the company also 
increased the number of Home Care 
Package customers by 8.5%. 

Operational result before 
the fair value adjustment of 

investment properties, non-recurring 
depreciation expenses and profit 
from disposal of assets was a loss of 
$10.6 million, compared to a loss of 
$20 million in 2020. 

Strong balance sheet,  
with continued investment  

in the development of new facilities, 
refurbishments and maintenance of 
existing facilities.

No external borrowings  
and $50 million of undrawn 

external debt facilities, with cash 
generated from operating activities  
of $13.3 million for the year.

Property, plant and equipment  
and investment property $1250.3 million

Cash and term deposits $124.1 million

Intangible assets $62.8 million

Other $11.3 million

Accommodation bonds, RADs and  
entry contributions $929.6 million

Trades and other payables $40.8 million

Employee benefits $29.1 million

Other $36.7 million



O
U

R
 C

O
M

PA
N

Y

27

At a glance: Our customers 

* All statistics include IRT Peakhurst, which we manage on behalf of the NSW Government.

Calls answered  
within 20 seconds

Web chats 

Web enquiries  

Emails received 

Respite bookings

68%

465

2063

9756

505

Total calls answered 

129,356

Customer  
Service team 

8973*IRT Group total customers 
during 2020/2021

* Some IRT customers receive services from more than one business unit 
so the total figure is not a sum of the three business unit totals below.

Aged Care Centres

Number of aged care centres 20

Number of aged care places at 30 June 1915

Total residents during 2020/2021 2533

Average age of residents 86

Retirement Villages

Number of villages 30

Villas/apartments 2121

Total residents during 2020/2021 2925

Average age of residents 80.4

Average number of 
meals produced weekly 
by IRT Catering 54,398

Maintenance work 
orders completed 
75,961

IRT Connect activated 
accounts 1889

Home Care

Number of Home Care Packages 1019

Hours of service provided 314,209

Total customers during 2020/2021 4019

Average age of customers 83.2



employees
2615*

*At 30 June 2021. 

Gender 

Female: 2134
Male: 481

Health, Wellness & Safety

Geographic  
breakdown

Queensland: 119

Illawarra: 1175

Sydney: 500

South Coast 
Far South Coast: 633

ACT: 188
Sydney

Canberra

Brisbane

10+ years of 
service 473

25+ years  
of service 33

Employee 
growth 
-6.7%

Voluntary 
turnover 
19.98%

Lost Time  
Injury  
Frequency  
Rate 30.14

Medically 
Treated Injury 
Frequency 
Rate 6.34

Job status 

Full-time: 574
Part-time: 1756
Casual: 285

Age 

15-24: 285
25-34: 561
35-44: 461
45-54: 621
55 and over: 687

Business unit 

Executive: 10 
Home Care: 413 
Retirement Villages: 136 
Aged Care Centres: 1796 
Customer and Marketing: 43 
Strategy: 41 
Finance and Catering: 83 
Quality and Risk: 20  
People and Culture: 51 
Information Technology: 15 
Executive Support: 7

2500

2000

1500

1000

500

0

At a glance: Our people
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Awards

•  NSW Training Awards 2021, Southern 
and South Western Sydney Region 
Vocational Student of the Year: IRT 
Academy student Debrah Petrovski.

•  Leading Age Services Australia, 
Excellence in Age Services Team Award 
2020 NSW and ACT: Shoalhaven and 
Eurobodalla aged care teams for their 
bushfire response.

•  Community Industry Group,  
Community Services Awards 2021, 
Above & Beyond Team: Age Matters’ 
homelessness program.

•  CIO50 Awards 2020, Most Innovative 
CIOs: Infrastructure and Technology EGM  
John Vohradsky was recognised as  
one of the top 50 Chief Information Officers 
(CIOs) in Australia across all industries.

•  Leading Age Services Australia 
InnovAGEING National Awards 2020, 
Increasing Access to Care and Services 
2020: IRT Group and Checked In Care  
for the IRT Connect App.

Our registered auxiliaries  
and support groups

• Macarthur Village, The Crafty Village People

•  Peakhurst Retirement Village Residents 
and Friends Association

• Sarah Claydon Village Auxiliary

• Towradgi Park Village Auxiliary

• Friends of IRT Links Seaside Care Centre

IRT Academy

Educators 9

Total enrolled 458

Full qualification courses 14

Full qualification enrolments 171  
127 IRT employees, 44 external

Short courses 46

Short course enrolments 287  
263 IRT employees, 24 external

Students reporting training relevant to vocation 93.3%

Students achieving main reason for training 90.3%

Learning and development

Total hours 43,117 

COVID-related hours 5250 

Competency assessments 7555

Face-to-face training 12,487

New online learning modules 339

Education plan online hours

Assigned hours 12,302

Completed hours 9992

Completion rate 81%

Clinical expertise development

Registered Nurse cadets 10

Graduate nurses 17

RN clinical leadership participants 4

RN workshop participants 227

Organisational development

Leading with Care 105

Leadership training 62

Business writing 47

Buddy program  51

In 2020/2021 they  
raised total income  
of $116,599.21



Client satisfaction with 
appropriate services 
rating 7.13/10 *  Using national Personal Wellbeing Index (PWI) from the 

Australian Centre on Quality of Life (www.acqol.com.au).

Life satisfaction rating 64/100, up 
from 52/100 six months earlier*

Clients 55

Self-identified goals  
completed 217

Sense of achievement  
rating 59/100, up  
from 50/100  
six months earlier*

* PWI for people aged 66-75  
is 72.3.

Satisfaction with 
health rating 56/100, 
up from 46/100 six 
months earlier*

* PWI for people aged 66-75  
is 72.6.

Booraja home care

Customers across  
2020/2021: 80 Elders 

After six months, 
86% of customers 
surveyed reported 
improved satisfaction 
with their health

Housing support Service linkage Social & civic participation

Assistance with Care and 
Housing (ACH) clients 93

Active case work hours 
2600+

Affordable and social 
housing dwellings 56

NSW community housing 
(IRT Gunyah) tenants 7

Volunteers

Volunteers supporting our 
residents 383

Third party volunteers 78

Regional Volunteer 
Representatives supporting 
our volunteers 5

COVID-19 response

Good Will Only meals 
delivered to clients 280

Friendly Assistance 
Volunteers making  
calls 14

After six months, 
clients reported 30% 
improvement in their 
standard of living and 35% 
improvement in satisfaction 
with their home

Partnerships

Key program  
partners 7

Service provider  
and agency  
networks 50+

At a glance: Our social impact 

Fundraising and grants

Total income 
(non-recurrent)

$182,000
Donations

$22,000
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Former IRT Seaview resident Arthur Cowley passed away in June 2021, aged 89. Arthur embraced the 
concept of lifelong learning and had a thirst for knowledge. In 2017 he received a community scholarship 
from IRT and embarked on a Bachelor of Creative Arts at the University of Wollongong (UOW). He completed 
his degree in 2020 and was UOW’s oldest graduate. Arthur featured in IRT’s publications and IRT Academy’s 
educational videos and we greatly appreciate his contribution to IRT over the years.



ABN  52 000 726 536

Level 3, 77 Market Street, Wollongong NSW 2500

T 134 478    E customerservice@irt.org.au    W irt.org.au    Follow us at /IRTgroup


