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ABOUT US

As a not-for-profit provider of care for older 
adults, Southern Cross Care Queensland (SCCQ) 
was established by Catholic service organisation, 
the Knights of the Southern Cross more than 40 
years ago. Today, we employ more than 1000 
people who provide quality accommodation 
and services to support people as they age 
throughout Queensland.

In FY 2020 / 2021 we owned and operated eleven aged care 
facilities, five retirement villages, twenty-eight social houses, 
NDIS services and provided community home care services 
across three regions of Queensland. 

SCCQ provides 24/7 care and support for more than 1,900 
people across rural and metropolitan regions, working in 
partnership with key stakeholders towards our vision to grow 
communities where best lives are lived.

over 

1000
employees

serving 
over 

1,900
people

11
aged care  
facilities

28
houses and  

services

5
retirement  

villages
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OUR SERVICES

We provide outreach support 
where needed, in the comfort 
of our clients’ homes. Our 
home care services are 
available across Greater 
Brisbane, the Gold Coast 
and the Sunshine Coast and 
include:

•  case management offering 
customised care plans and 
lifestyle goals

•  transport and social support

•  help with domestic duties, 
preparation or delivery of 
meals, home modifications, 
personal grooming and 
hygiene and welfare checks

•  day and overnight respite 
relief for carers

•  nursing services including 
disease, wound, medication, 
continence and dementia 
management

•  allied health support

•  loving pastoral and palliative 
care if needed.

We believe growing older 
should not impede living life 
to the full. Our communities 
are designed to make that 
easier. Our resort-like coastal 
and urban communities offer 
ultra-modern living where 
maintenance is minimal, and 
living an independent life 
among friends is front and 
centre. A key feature is easy 
access to onsite amenities and 
medical support, as required.

Four of our five retirement 
communities are co-located 
with a Southern Cross Care 
Queensland residential aged 
care home and offer peace-of-
mind arrangements for easy 
transfer when the time comes 
for greater care in a more 
appropriate setting.

Community Home  
Care Services 

Retirement  
Living

Residential Aged 
Care Homes

We provide compassionate, 
customised care in 
comfortable, safe and human-
centred environments 
where every person matters. 
Peace-of-mind comes from 
having 24/7 access to quality, 
accredited care including 
specialists in health and 
wellbeing, lifestyle, dementia 
and palliative support. 

Our values of Service, Courage 
and Compassion are in our DNA.
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The past year has been quite unlike any other. 
Navigating adversity is part of the human 
condition, but very few, if any of us, have prior 
experience of a global pandemic now spanning 
more than 18 months. 

Our global connectedness leaves no one 
untouched, and terms like ‘lockdown’ have 
become increasingly personal and traumatic the 
longer we endure isolation and separation from 
loved ones. The COVID world is at once smaller 
and larger – it has forced us to live local and 
challenged us to reassess our values and focus 
on life-in-the-moment. 

I am incredibly grateful to our CEO, Jason Eldering, 
and the committed team he leads across 
Queensland, for the enduring measures they have 
put in place to keep our people safe. This does 
not mean that we are immune from the impacts 
and one of my personal challenges has been deep 
concern about the impact over time of an ongoing 
cycle of lockdowns on our communities, especially 
our residents and their families. 

While it gives me comfort knowing our team 
has done everything possible to respond to the 
global health crisis, I understand the lingering 
uncertainty of our times and inability to have face 
to face contact with loved ones weighs heavily. 
With all my heart, I thank our residents, families 
and staff for your understanding, cooperation 
and stoicism.

I had the privilege to commence in the role of 
Chair at Southern Cross Care Queensland (SCCQ) in 

December 2020, and would like to acknowledge 
and pay tribute to our previous Chair, Mr Don 
Neander OAM for the outstanding service he 
devoted to our organisation for its entire history.

Don was there when our very first aged care 
home, Duhig Village, was being built at Holland 
Park in 1978. He provided steadfast service on the 
SCCQ Board for 25 years and was our Chair for an 
incredible nine years. In 2019, Don was deservedly 
honoured with the Medal of the Order of Australia 
in recognition of his service to aged welfare. 

Don Neander is a man of few words, but great 
impact. I have no doubt we would be much the 
poorer – not only in a business sense – but also 
in terms of our values-based philosophy – if not 
for his outstanding leadership and enormous 
contribution. I wish both Don and his wife, Shirley 
all the best in their retirement (not that he 
understands that word or its meaning!) and pray 
that they have many more years ahead.

At SCCQ this year, we used a COVID-19 lens – 
amongst others – to reassess the mission, vision 
and values for our organisation. 

While we have been dealing with the year’s 
unprecedented challenges, we have also 
been looking firmly towards our future. With 
the help of online tools like Zoom (who even 
knew what that meant two years ago?), we 
managed to maintain our ongoing dialogue with 
all stakeholders in our broad community. We 
engaged with residents and their families, staff, 
our members and experts, while drawing as 
ever from the guiding light of our Catholic ethos 
and mission, to inform us about what our future 
could, and should hold. 

Over time these discussions and discernment 
ultimately led us to one underlying principle, that 
we exist for community and as part of these 
communities to help people live the lives they 
want to the full. This is captured in our refreshed 
vision – 

To grow communities where best lives are lived.

MESSAGE FROM THE CHAIR
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While we have evolved and grown, the 
fundamentals that underpin our decisions and 
actions remain as they have always been. Our 
commitment to value and respect human life, 
deeply rooted in our Catholic tradition, still fans 
our ethos that Every person matters. It is at 
the heart of our Constitution clearly calling out 
that we are here to care for Queenslanders and 
accommodate them in times of need.

To this end, we believe whole-heartedly in quality 
palliative care right up to the natural end of 
life, and remain strong advocates against the 
introduction of euthanasia laws through the so-
called Voluntary Assisted Dying bill. At SCCQ, rest 
assured we will always support people to live 
until their last breath. On this note, I am pleased 
that this year we welcomed Dr Philip Good as a 
Board Director. As a Palliative Care specialist, Dr 
Good provides an informed and compassionate 
perspective on discussions about end of life 
and will provide guidance in navigating this 
difficult issue and assisting us in providing quality 
palliative care.

While the manifestation of our Catholic ethos 
may have evolved, at the core remains our 
mission – 

Inspired by Catholic moral and social teachings 
which value and respect human life, we will 
provide a quality of care and accommodation to 
meet the needs of all who place their trust in us.

All those that have contributed to and continue 
to build SCCQ are united by this mission and our 
values of Service, Courage and Compassion. A 
commitment to the service of others for the 
greater good. The courage to keep going and 
make sometimes difficult decisions in times of 
uncertainty. The knowledge that if our actions 
are driven by compassion, even in the absence of 
certainty this gives us confidence. 

With these strong foundations, we have 
identified a Strategic Plan to deliver on our 
vision and mission. We have determined to 
become more outward-facing and engage with 
the communities in which we operate, to Create 

communities. We cannot achieve our vision in 
isolation, and so we have committed to Grow 
partnerships. While we have ambition to serve, 
we also recognise that this will not be achieved 
unless we Build sustainability. Our commitment 
to these three strategic focus areas will ensure 
we grow communities where best lives are lived.

While we have navigated a difficult year, it is 
with pride that I am able to say our leadership 
team and staff have managed all that has 
confronted them. They have embraced change, 
provided outstanding care and maintained 
responsible stewardship over our resources to 
ensure financial results that support our ongoing 
sustainability. 

Sincere thanks to all who have placed their  
trust in us, our people who work tirelessly every 
day to serve and keep them safe, those that 
provide vital back-of-house support and my 
fellow Board members for their contribution 
throughout the year.

 

Francis Price 
Chair
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The well-known thought leader, Peter Drucker 
once famously said ‘culture eats strategy for 
breakfast’. Quite simply, the best laid plans are 
nothing without the right people and team to 
bring them to life.

Throughout the past 12 months, we have 
invested considerable time into thinking, 
collaborating, and innovating to create a 
new strategy to deliver on our vision to grow 
communities where best lives are lived. 
Alongside this, and critically, we have embarked 
on a renewed culture plan that strongly focusses 
on developing our people, in order to deliver on 
our new strategy for 2021 – 2025.

Culture is the overall character of an organisation, 
the thing that shapes how we think, act and 
work together, what we accept and what we 
discourage. When we get it right, culture is a 
powerful driver of strategic success.

That’s why in May, we were excited to launch 
Known & Loved, a culture project unique to  
Southern Cross Care Queensland (SCCQ), designed 
just for us after extensive consultation and 
feedback from our valued employees and the 
people we serve across the state.

The program provides a clear framework of 
agreed behaviours which will help us create 
a workplace where our people feel ‘Known & 
Loved’. Creating a Known & Loved culture not 
only for our staff, but by extension, the people 
we support, aligns strongly to our vision, mission 
and values. I believe it is the ‘little and special 

things’ that genuinely set us apart as aged care 
providers.

Our organisation will continue to build 
exponential leadership and culture at every level, 
from our Board, to every member of the SCCQ 
family, encouraging openness, engagement, 
continuous learning, innovation, creative problem 
solving and a growth mindset.

Despite good intentions, the Royal Commission 
into Aged Care Quality and Safety handed down 
on 1 March 2021 raised more questions than 
answers, leaving the future of the federally-
funded and regulated aged care industry still 
unclarified. This is not intended as a criticism; it’s 
an honest observation of where our complex and 
challenged sector sits at this point in time. It’s 
also the impetus for organisations such as ours to 
stand up and lead the way. 

Through the thought leadership of our Board, our 
Executive and Leadership teams across the state, 
we have the capability and capacity to rethink 
how we create innovation and sustainability 
in an industry which ought simply be enabling 
people to live their best lives as they grow older. 
Through our strategic partnership approach, we 
can build a sustainable and integrated ecosystem 
of aged care accommodation and service, capable 
of supporting quality of life as we age – whether 
we choose to do so at home, in retirement living 
or in an aged care home. 

We have started driving this thinking into our 
approach in regional and remote communities, 
with the recent success of a $14 million grant 
through the Federal Government to redevelop 
Southern Cross Care Chinchilla (lloura Village).

Our vision for the future of person-centred aged 
care through our Chinchilla Master Plan – a 
prototype of the model to support the integrated 
communities we are striving for – will roll out 
in stages. Stage 1, the redevelopment of the 
current accommodation for 66 residents, into 
a new contemporary and purpose-built 81-bed 
home, suitable for dementia care, palliative care 
and ageing-in-place is due for completion in 

MESSAGE FROM THE CEO
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June 2023. Further stages pending grant funding 
will include affordable independent living, an 
education and training hub to develop a skilled, 
regional workforce, a community, health and 
wellness hub and day respite. 

For more than four decades, SCCQ has 
successfully served Queenslanders by building 
trusted, collaborative relationships with 
communities and partnering stakeholders. There 
is no question that the cohesive, regional model 
of care we are pioneering at Chinchilla and the 
broader Western Downs will need partnerships, 
collaboration, innovation and cooperation from 
government at every level and the supporting 
health, education and community sectors, as well 
as our residents, families, volunteers and the 
entire SCCQ team. 

Each day, SCCQ serves some 1900+ clients and 
residents and collectively, we give over 1 million 
hours of care per year. We can build on this 
extraordinary achievement, but our challenge is 
to continue to build our Known & Loved culture 
and be thought-leaders who drive innovation and 
collaboration.

As your Chief Executive Officer, I’m honoured 
and humbled to serve the entire SCCQ family, 
and strongly believe our organisation can help 
change the aged care sector for the betterment 
of all. We have the opportunity to build upon the 
magnificent legacy of the Knights who inspire 
us to serve the greater good. In this endeavour, 
I would like to sincerely thank our Chair, Francis 
Price for his tireless commitment to our mission, 
Board members, the Executive Leadership team, 
the Support Centre team, our 1000+ staff and 
volunteers, for your support of our vision and 
mission.

As a mission-based organisation, I am truly 
delighted with the roadmap ahead. We have a 
clear strategy and cultural transformation plan  
to grow our people and services across the  
SCCQ family. 

Finally, the ongoing impact of COVID-19 is far-
reaching and the stories shared have impacted 

all of us. Thank you for your compassion and 
thoughtfulness throughout these testing times; 
together we will overcome. 

God bless, 

 

Jason Eldering 
CEO
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OUR

VISION

OUR

MISSION

OUR

VALUES

To grow communities 
where best lives are lived.

Inspired by Catholic moral and social 
teachings which value and respect 

human life and the dignity of the 
individual, we will provide a quality of 

care and accommodation to meet the 
needs of all who place their trust in us.

Service

Courage

Compassion

OUR VISION, MISSION & VALUES

Our vision is the guiding 
light for our strategy, our 
ultimate goal. It’s what 
we aspire to achieve and 
describes what success 
looks like for us.

Our mission is the reason 
we set to work each day, 
the shared purpose that 
drives all our actions and 
decisions, no matter what 
our role at Southern Cross 
Care Queensland.

Our values are what 
we hold most dear, the 
core beliefs that bind us 
together as we strive to 
achieve our mission and 
vision.
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L I S T E N
F I R S T

Know yourself.
Make others feel heard.

H E L P
O T H E R S  G R O W

Nurture hearts,
minds & souls.

B U I L D  L O V I N G
C O M M U N I T Y

Create connection & 
belongingness.

M A K E  T O D A Y  
M A T T E R

If not you
 then who.

S E R V E  T H E
G R E A T E R  G O O D

Making each one of us & 
our world even better. 

The five pillars

Our Known & Loved pillars underpin our values, providing us with the inspiration, knowledge and 
practical tools we need to create a culture and ethos where Every person matters.

Known & Loved

Our culture project is unique to Southern Cross Care Queensland, to help us build genuine community 
connections with each other and those we serve.

OUR CULTURE
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Outbreak Advisory Group

Lead by our Chief of Quality and Governance, 
Sandra Glaister, the group comprised of 
clinical and operational leaders from across 
the organisation and set the pace in risk 
management. They met at least fortnightly, or 
more often as required, to monitor, assess and 
proactively prepare for the ongoing demands of 
the changing pandemic environment.

We continued to evolve dedicated risk 
management policies, processes and guidelines 
to promote best practice infection prevention 
and control and to align with latest government 
health authority directives and research. 

We established a corporate and on-site strategic 
approach to prepare and respond to emerging 
COVID-19 threats activating a wide range of 
controls. These included:

•  ongoing reviews of the COVID-19 Infection 
control policy and guidelines

•  outbreak prevention and management plans 
at all SCCQ sites incorporating guidelines to 
managing an outbreak during the first crucial 
24 hours

•  Personal Protective Equipment (PPE) 
procurement strategy

•  ongoing screening of all visitors

•  regular infection control training and mock 
outbreak drills for staff

•  vehicle cleaning protocols established for fleet 
vehicles and buses

•  reporting staff and resident vaccination rates 
to the Federal Department of Health via the 
aged care portal in accordance with legislative 
requirements. (Note – this requirement came 
into effect on 28 July 2021).

COVID-19 UPDATE

As the global pandemic rolled into its second year, we 
were ready through the establishment of the COVID-19 
risk management program – and the whole Southern 
Cross Care Queensland family rallied.

Site by site, staff 
rallied to get 
vaccinated as a 
way to help grow 
communities where 
best lives are lived.
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Whole-of-community response

Managers, staff, residents and families were 
engaged in our whole-of-community response  
to the pandemic. They stepped up to all directives 
from state and federal health departments, ranging 
from short and longer-term lock downs, to infection 
control protocols like mask wearing, requests for 
testing, calls for vaccination and more.

Countless communications were issued to 
ensure all members of the Southern Cross Care 
Queensland (SCCQ) family were kept informed 
and safe.

Our community of residents and staff rallied to 
the call to arms to obtain both a flu and COVID-19 
vaccination in 2021, with the government 
subsequently mandating COVID-19 vaccinations 
in addition to flu for all aged care workers on 
17 August 2021. Full compliance to ensure all 
rostered service staff had received at least one 
dose of a COVID-19 vaccine was completed by 
the 17 September 2021 deadline, with 100% of all 
rostered service staff meeting the full vaccination 
requirements by 1 November 2021.

Staying connected

In recognition of the need for residents to feel 
connected to their loved ones especially during 
such a stressful time, all SCCQ residential aged 
care homes were equipped to facilitate video 
conference calls on extra large screens, and care 
teams contacted family members for two-way 
welfare checks during lockdowns. Visits to loved 
ones were considered on compassionate grounds 
on a case-by-case basis and in line with COVID-
safe protocols during periods of restricted  
visitor access.

Special thanks to all our residents, their 
families and friends, and our dedicated team 
of nurses, allied health professionals, personal 
care assistants, hospitality staff, maintenance 
staff, drivers and volunteers, support service 
staff, administrators, management – for your 
continuing cooperation, courage and compassion 
throughout this difficult time.

‘As extraordinary as 
it may seem, we’ve 
actually seen our 

overall Net Promoter 
Score go up during 

the pandemic across 
all our services, and 
I put that down to 
the compassionate, 

responsive care of our 
team, who have really 

taken on board the 
feedback from those in 
our care, even when it 
presents a challenge.’

Michael Wild  
Chief Operating Officer
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19791967 1990
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2009
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2020 2021
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THE STORY OF US

KEY

Retirement 
Villages

Residential Aged 
Care Homes

Community Home 
Care Services

Historical events

Pride in our past, faith in our future

Building on the 40-plus year, mission and values-
based legacy of the Knights of the Southern 
Cross, our future rises from strong foundations.

Since opening a single aged care home – Bishop 
Duhig Village at Holland Park in 1979 – we today 
serve more than 1900 older Queenslanders 
through community home care, retirement living 
and residential aged care services.

In 2020 / 21, we continued to consult and 
collaborate, review and refine in order to 
understand what the next chapters in the Southern 
Cross Care Queensland (SCCQ) story will look like 
and what needs to be done to ensure we get there.

Our Strategy Story 2021 – 2025, provides the 
roadmap and invites all people who make up the 
SCCQ family today to ask ‘what part can I play in 
helping to grow communities where best lives 
are lived?’

Our first home, Archbishop Duhig Court, under construction 
in 1978.

•  Southern Cross Care Caloundra 
opened

•  Southern Cross Care Allora  
Nursing Home acquired

•  Southern Cross Care Allora 
Homestead acquired

•   SCCQ Community Home Care services 
launched following acquisition of 
Domicare Brisbane and Gold Coast 

•   Noosa Waters Retirement Estate 
acquired

•  Edens Landing Retirement Village 
completed

St Mary’s Hostel  
Raceview opened

Connolly Court 
Hostel Edens 
Landing opened

Archbishop 
Duhig Court 
Hostel opened

Parque Vista  
on Seville 
opened

Global 
COVID-19 
pandemic

The Knights  
Aged Care  
Committee 
formed

Caloundra Rise 
Retirement 
Estate final 
stage completed

Report of the 
Royal Commission 
into Aged Care 
Quality and Safety

•  Southern Cross 
Care Stretton 
Gardens opened 

•  Southern Cross 
Care Taroom – 
Leichhardt  
Villa acquired

•  Southern Cross Care 
Nanango – Karinya 
acquired

•  Stretton Gardens 
Retirement Village 
first stage completed

•  Duhig Village 
Holland Park rebuilt

•  Southern Cross Care  
Murgon Castra rebuilt •  Parque Vista on Seville  

next stage of construction started
•  Stretton Gardens Retirement Estate 

final stages of construction started

Southern Cross Care Chinchilla 
lloura Village acquired

Archbishop Duhig 
Court Nursing 
Home opened

Southern Cross 
Care Murgon
Castra acquired

OUR STRATEGY
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Our key strategic focus areas

To achieve our vision ‘to grow communities 
where best lives are lived’ we will focus on three 
strategic focus areas for 2021 – 2025.

Create communities

We will establish a strong sense of community 
based on people-centric needs and a culture 
where Every person matters.

Grow partnerships

We will collaborate with, and take guidance from, 
industry and community stakeholders to achieve 
our vision and mission and best serve those who 
place their trust in us.

Build sustainability

We will create a culture and working environment 
that allows the organisation and our people to 
grow and function at a high and sustainable level. 
This includes both being smart in the way we are 
operating and knowing, loving and developing 
our people.

The environment shaping  
our strategy

Our values, mission and vision remain steadfast, 
built on our solid heritage, inspired by Catholic 
moral and social teachings which value and 
respect human life.

But how we deliver our services continues to 
evolve, shaped by changing consumer needs and 
current stakeholder feedback.

In FY 2020 / 21 our strategic action planning 
was positioned to respond to the following key 
environmental factors:

1. Shifting customer demand

Move away from expectations for institutional 
care to more customised options, ageing in place 
and more regional and remote care.

2. Business model for the future

Move from a model that is capital intensive, 
government-funding dependent, under-
subscribed in some areas, physical location 
dependent, of low differentiation.

3. Meeting workforce challenges

Address turnover, undersupply of skilled workers, 
centralised model and internal silos, building  
a workforce with clarity of purpose and 
embedded culture.

4. Community challenges

Respond to the Government’s Royal Commission 
into Aged Care Quality and Safety, in areas of 
research, regional care, choice, innovation and 
boutique models of care.

5. COVID-19 pandemic

Navigate through ever-evolving impacts on 
demand, costs and regulation, keeping our 
community safe.

Grow  
partnerships

Create  
communities

Build  
sustainability
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MISSION MATTERS

In a year of continued uncertainty and disruption, 
Southern Cross Care Queensland (SCCQ) pushed 
forward with reflecting on and redefining who 
we are as an organisation – and as a caring 
community. Our guiding principle of valuing and 
respecting human life continued to drive our 
commitment to ensuring Every person matters 
within the SCCQ family. Substantial research and 
consultation was undertaken and converted 
into a tangible plan for the future direction of 
our organisation and culture, built upon the solid 
foundations laid by the Knights of the Southern 
Cross more than 40 years ago.

Rearticulating our vision, mission and values 
to make them more contemporary and less 
corporate was identified as a necessary first-
step in the implementation of our plan for the 
future. Once endorsed by the Board, we began 
embedding the refreshed vision, mission and 
values across the organisation, where they were 
enthusiastically embraced by staff. While these 

statements use some new words, their timeless 
essence and meaning remain unchanged. They 
are simply a new expression of who we are, and 
have been, since our inception.

Along with the launch of our refreshed vision, 
mission and values, we created our innovative 
cultural transformation project – ‘Known & 
Loved’. The title came out of many hours of 
consultation and deep listening to our staff, 
residents and thought leaders. What we heard 
was that our people wanted to be ‘Known & 
Loved’ in a genuine way – to be recognised , 
appreciated, heard and valued for their unique 
talents, experiences and spirit. 

To ‘Know & Love’ someone is to see who they 
truly are, with a rich life story and a unique set 
of hopes and aspirations. We are committed to 
honouring each person’s journey – colleague or 
customer – and to working with them to help 
them live their best lives.

Staff from Duhig Village – Holland Park at the launch of Known & Loved (L-R Trish Milliner, Trish Barry, Mohammed Sardar,  
Keryn Beaumont, Dean-na Bourke, John Manthey)
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A simple definition of culture would be ‘the way 
we do things around here’. One of the challenges 
in defining what our culture is comes from an 
inadequate vocabulary to express it. Known & 
Loved, designed exclusively for SCCQ people 
by our people, equips us with a language and 
practical tools to express more clearly who 
we are and how we should act. Through the 
program, our people are inspired every day to 
live our vision, mission and values, deliver on our 
strategy and build stronger connections with all 
we serve.

While we are fully immersed in the operational 
realities of running aged care, retirement living 
and home care services, we also need to step back 
to consider the bigger questions and participate in 
deeper, and often more complex, conversations. 
From a mission perspective, it is critical that we 
are part of the discussions around the relationship 
we, as a society, have with death and dying, 
particularly in regards to Voluntary Assisted 
Dying. We also need to dialogue with like-minded 
organisations around the future of aged care 
services in rural and remote communities and 

together reimagine what those services need to 
look like into the future. This year, we have not 
shied away from engaging in these challenging 
discussions but have embraced the opportunity 
to be part of transforming the care and service of 
older Australians moving forward.

As a Catholic not-for-profit organisation, we are 
thankful for the opportunity to be of service to 
the communities in which we are located. We 
draw upon that spirit of charity and service as  
we seek to overcome challenges and obstacles 
so that we can truly grow communities where 
best lives are lived.

The Known & Loved culture program was officially launched on Wednesday 12 May 2021 at Victoria Park.

To ‘Know & Love’ someone is to 
see who they truly are, with a 
rich life story and a unique set 

of hopes and aspirations.
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Employees at all sites were invited to nominate 
their peers in the annual Southern Cross Care 
Queensland Employee Excellence Awards, with 
state-wide winners announced at the annual 
Chair’s Dinner held on 21 November 2020.

In FY 2020 / 21, a total of 197 nominations were 
received from across the SCCQ network, in the 
two key categories of Employee Excellence and 
Leadership Excellence.

The Employee Excellence Award recognises:

•  demonstrated excellence in customer-focused 
outcomes (be they internal or external 
customers)

•  strong consistent performance and team 
contribution

•  role-modelling the SCCQ values of service, 
courage and compassion.

The Leadership Excellence Award can be awarded 
to any employee who shows the qualities of 
leadership (and not necessarily has a leadership 
title) and recognises:

•  ‘creating a community where best lives are 
lived’ every day with customers, their families 
and the team

•  demonstrated leadership in customer 
experience – be they internal or external 
customers

•  demonstrated safety leadership

•  effective communication including the ability 
to listen well and be open to feedback

•  taking the initiative to ‘get things done’

•  building positive team engagement and 
relationships with peers and customers

•  helping others grow – someone who others 
recognise as a leader, who is positive and 
optimistic and who others will follow to 
achieve shared team goals.

EMPLOYEE EXCELLENCE AWARDS 
2020

CEO Jason Eldering (front) with Employee Excellence Awards finalists at the annual Chair’s Dinner.

OUR PEOPLE
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2020 Employee Excellence Award Finalists

Kelly Hoppe, Support Worker  Allora Homestead 

Sheryl Simpson, Personal Carer and Kitchen duties  Allora Nursing Home 

Edgar Sayson, Maintenance Officer  Caloundra 

Angel Tia, Registered Nurse  Chinchilla (Illoura Village) 

Sylvia Wall, Community Services Support Worker  Community Home Care 

Jothika Naidu, Personal Carer  Edens Landing (Connolly Court) 

Janine Boyle, Personal Carer  Holland Park (Duhig Village) 

Vicki Beattie, Catering Assistant  Murgon (Castra) 

Nick Downing, Care Manager  Nanango (Karinya)  

Grant Miles, Maintenance Officer  Raceview (St Mary’s)  

Julie Cave, Communications Manager  Support Centre  

Kay Conroy, Cleaner  Stretton Gardens  

Cameron McAlpine, Retirement Living Manager Stretton Gardens Retirement Estate 

Rebecca Weldon, Administration Officer  Taroom (Leichhardt Villa) 

2020 Employee Excellence Award Winner

Sylvia Wall,  
Community Services Support Worker, Community Home Care

Sylvia commenced at SCCQ in 1997, serving for 24 years.  
She was acknowledged for caring for the needs of complex and 
high care clients with deep compassion and respect, for being an 
excellent team contributor who consistently puts the needs of 
others before her own.

2020 Leadership Excellence Award Finalists

Majella Baker, Residential Manager Allora Homestead

Lance Payne, Residential Manager Chinchilla (Illoura Village)

Amanda Poitgeiter, Registered Nurse Stretton Gardens

Mohammed Sardar, Residential Manager Holland Park (Duhig Village)

2020 Leadership Excellence Award Winner

Majella Baker,  
Residential Manager, Allora Homestead

Majella commenced at SCCQ in 1985, serving for more than 35 years. 
Her award acknowledged her as a respected, kind, consistent leader 
who advocates for the wellbeing of her staff and residents and has 
been trusted by her community for more than three decades.
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PEOPLE & MISSION

Launch of Known & Loved cultural 
transformation project

The launch of the Known & Loved cultural 
transformation project was one of the most 
significant highlights for the year. Known & Loved 
focusses on the importance of our culture which 
ultimately leads to the delivery of our vision. The 
program includes an induction module, full day 
intensive training for all staff and a broad range 
of collateral to embed the five supporting cultural 
pillars – Listen first, Make today matter, Help 
others grow, Build loving community and Serve 
the greater good. 

Town Hall Meetings for residents, 
families and staff

The CEO and Executive Leadership team have 
continued to meet regularly with residents, 
families and staff members at Town Hall 
meetings held across all Southern Cross Care 
Queensland (SCCQ) sites. These dialogues have 
helped forge relationships between senior 
leaders, staff and the wider SCCQ community, 
providing a clearer understanding of the 
opportunities and challenges that we face as  
an organisation.

New Staff Learning Management System, Isidore powered by Go1

After partnering with Go1, Isidore, our Staff Learning Management System, now provides SCCQ 
people with access to one of the world’s largest curated e-learning libraries. Staff are able to 
complete much more than just their mandatory training on this innovative online learning platform.

HIGHLIGHTS
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At the launch of the Known & Loved culture program L-R are Support Centre staff Steve Clarke, Ben Gilmore, Emma Knowles,  
Alli Kielczewski, Everett McIvor and Casey Bron.

Decreased staff turnover rate

Through an increased focus on our commitment 
to staff and our culture, we saw a steady 
decrease in the staff turnover rate across the 
FY 2020 / 21 year. Initiatives, including the 
recontracting of staff to reflect actual hours 
worked, have contributed to our increased 
retention rate.

Recommencement of Enterprise 
Agreement negotiations

While SCCQ and union representatives agreed 
to suspend Enterprise Agreement negotiations 
during the height of the COVID-19 pandemic 
in 2020, these discussions recommenced at 
the beginning of 2021. By the end of the 2021 
calendar year it is anticipated that the proposed 
changes to agreements will be voted upon and 
progressed through to ratification.

Infection control prevention lead 
training 

As part of our COVID-19 preparedness, and in line 
with Department of Health requirements, SCCQ 
has appointed and trained infection prevention 
and control (IPC) leads for each of our residential 
aged care sites.

Humanforce rostering system

Planning for the implementation of a new rostering 
system began in early 2021. When launched the new 
system will provide better staff communication and 
greater roster visibility.
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Our dedicated Customer Insights team proactively 
invites feedback from our residents, their families, 
our home care clients, and also from our staff, our 
volunteers and others, to really listen and help us 
gain a deeper understanding of their experience 
of Southern Cross Care Queensland (SCCQ).

We believe our program is best practice for our 
industry and the valuable insights continue to 
provide our teams with focus and continuous 
improvement opportunities.

Lots of listening

Listening First is one of the five pillars of SCCQ’s 
culture transformation project, Known & Loved 
– and the foundation stone of our Customer 
Insights program.

Now in its second year, the externally focused 
part of our Customer Insights program engages in 
thousands of conversations across our Aged Care, 
Retirement Living and Home Care clients. In FY 
2020 / 21, we conducted 2,877 Customer Insights 
conversations, equating to 1,400 hours (almost 
two solid months!) of listening to feedback. 

Our Customer Insights conversations are more 
than just quick questions, they are designed to 
spark genuine connections which encourage 
open and honest feedback and build deep and 
trusting relationships with our communities.

One-on-ones with our residents

All SCCQ services regularly welcome local 
feedback, but for the first time in FY 2020 
/ 21, we complemented this by sending out 

OUR CUSTOMER INSIGHTS PROGRAM

our dedicated Customer Insights team from 
our Support Centre to engage in one-on-one 
conversations with residents in their own 
environment.

Being seen as an ‘external third party’, residents 
felt a new level of comfort not perhaps felt with 
the staff they see daily. They freely opened 
up to the Customer Insights team who used a 
survey model endorsed by the Royal Commission 
into Aged Care Quality and Safety and Quality, 
providing an in-depth, holistic approach to 
gathering insights.

What do we do with the 
information?

Our Customer Insights feedback serves as a 
guiding resource that ensures our continued 
growth. It allows us to celebrate our successes 
and at the same time highlights things we could 
be doing better. We analyse the feedback, share 
it with our teams and then adapt our action plans 
to ensure we are putting our focus where it’s 
most needed. 

Rising Net Promoter Scores

We are strong believers in the Net Promoter 
System or NPS Score – a metric first developed 
in 2003 by Bain and Company, and now used 
in millions of customer experience settings 
to measure how willing our customers are to 
recommend us and stay loyal to us.

At the end of FY 2020 / 21, the overall NPS at SCCQ 
sat at 64, a benchmark considered very good.

Our vision to grow communities where best lives are lived is more 
than a set of words, it’s a deep pledge we live by. And to achieve 
it, we need to listen openly and respond wholeheartedly to honest 
feedback from the people we serve.

HIGHLIGHTS
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OUR CUSTOMER INSIGHTS PROGRAM

What have we learned?

Our communities love to be heard and love to 
share with us. Proactively reaching out and 
opening up regular lines of communication via 
our Customer Insights program helps clarify 
situations and circumstances that may otherwise 
leave our residents and their loved ones anxious. 
Much appreciation was directed to our very 
hard-working front-line team for which we are 
thankful every day.

Food was highlighted as an area for improvement 
and so we have engaged the services of an 
external party, who are experts in this area to 
assist us. 

Next steps

Our Customer Insights program is here to 
stay as these conversations are one of the 
key ways we can truly grow communities 
where best lives are lived. We have 
continued to expand the program to also 
include feedback from our vendors, GPs 
and Allied Health professionals, providing 
a robust program that supports our 
commitment to quality assurance.
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In FY 2020 / 21, our commitment to people-centric digital 
transformation continued.

Upgrade of infrastructure and platforms

A new Wide Area Network was delivered to all Southern Cross Care Queensland (SCCQ) 
sites including the Support Centre. This has vastly improved the speed and performance 
of the systems that support our staff, residents and clients.

Establishment of a new intranet

As we continue to deliver on our strategy to improve communication, we have 
delivered our SCCQ SharePoint intranet available to all staff, to provide easy access to 
news, information and collaboration tools.

Roll out of video conferencing

A full video conferencing solution was deployed at every SCCQ site to support group 
learning, improved intra-site communication, stream telehealth episodes with specialist 
remote health professionals, support flexible working arrangements and enable 
residents to enjoy large screen video calls with absent or isolated family members  
and loved ones.

Procure to pay – P2P

The first phase of an end-to-end solution to streamline and automate the procurement 
process was delivered across the organisation. The Basware P2P system is designed 
to improve the purchasing experience for all and see significant uplift in efficiencies 
through the reduction of repetitive, manual activity for our staff.

Risk and incident management

A new solution known as ‘Complicare’ was commissioned and implemented to manage 
the critical areas of incident management and feedback across the organisation this 
year. This has improved visibility for all staff and provided a robust platform for ongoing 
risk management across the organisation.

INFORMATION & COMMUNICATION 
TECHNOLOGY

HIGHLIGHTS
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Visitor management solution

The ‘Zipline’ visitor management solution was deployed across all sites, to provide safe 
and efficient screening and checking in of all visitors, staff and contractors to SCCQ 
sites. Zipline uses a specialised touch screen computer tablet mounted on a custom 
pedestal, automating the process and eliminating the need for staff to manually record 
visits, or take temperatures, as the system does this automatically, using an infrared 
temperature device built into each kiosk.

Ongoing cyber security

Protection of our organisational information, particularly that of our residents, clients 
and staff remains a full-time and rapidly changing endeavour. This year as part of our 
continuous improvement program a Cyber Security Health Check was undertaken, 
and all key recommendations were implemented. After introducing Multi Factor 
Authentication in the previous year, we commissioned Mimecast, an email filtering 
solution to screen all email and attachments coming into and leaving our environment, 
to ensure they are safe and legitimate. Email is a major attack vector for hackers and 
cyber criminals seeking to infiltrate our environment. We continue to monitor and 
upgrade our security posture as threats evolve in this ever-changing environment.
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Review of the Quality Management System and selection of 
electronic Governance, Risk and Compliance program

The introduction of ‘Complispace’ ensures our policies and operational tools are 
aligned with the Aged Care Quality Standards, regulatory obligations and provides 
staff with clear and consistent guidance. The system is aligned to Southern Cross Care 
Queensland’s (SCCQ’s) values ensuring that we demonstrate we are truly growing 
communities where best lives are lived.

Appointment of a dedicated Governance and Quality Manager 
with clinical expertise

This has enabled SCCQ to increase focus on supporting our staff to grow while 
ensuring compliance with legislative and regulatory requirements. We have been 
able to demonstrate our commitment to compliance with the successful introduction 
of processes to ensure we met the requirements of the Serious Incident Response 
Scheme (SIRS) which commenced on 1 April 2021, replacing the former Mandatory 
Reporting Requirements.

Establishment of a Care Risk Framework

The Framework sets out a clear commitment to providing safe, high quality care, 
including establishing clear indicators for quality care. This framework is embedded 
within the Care Governance framework and the overarching Care Governance 
Committee bringing together clinician leaders across the organisation and engaging 
them in care-related decision-making.

Establishment of the Quality Management Committee

We demonstrated our commitment to Quality Management by establishing our Quality 
Management Committee to oversee all quality initiatives. The Committee facilitates 
open and transparent communication and approaches to ensure SCCQ strives for 
continuous improvement through quality improvement and monitoring activities.

Establishment of Care Management Subcommittees

New Care Management Subcommittees include the Infection Control Committee to 
provide advice on infection prevention and control; the Skin Integrity and Wound 
Navigation Collaborative (SKINCs) to discuss and advise the business on skin integrity 
management, wound management and pressure sore prevention; and the Medication 
Advisory Committee, to provide support to clinical staff related to medication 
management and safe practices.

QUALITY & GOVERNANCE

HIGHLIGHTS
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QUALITY & GOVERNANCE

Achieved full accreditation for all Residential Aged 
Care Services, Home Care and Disability Services (NDIS) 
certification

Improving the consistency of care relationships, focusing on customer-centred care 
and improving our quality and governance systems to put the needs of residents 
and clients first, has resulted in all our residential aged care services as well as our 
Community Home Care service attaining full accreditation status. This demonstrates our 
commitment to excellence in services and compliance with the eight Aged Care Quality 
Standards and subordinate requirements (42 in total).

A key aim remains alignment to the eight National Quality 
and Safety Standards for Aged Care.
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OPERATIONS

Residential Aged Care

•  Occupancy increased across our 11 residential 
aged care homes from 92.0 percent to 95.5 
percent over the financial year with an average 
of 93.8 percent. This compares favourably with 
the industry average of 91 percent.

•  Each of our 11 residential aged care homes 
achieved 100 percent compliance with the 
national Quality and Safety Standards for  
Aged Care.

•  Given the health and frailty of many of our 
residents, COVID-19 had a significant impact 
on our day-to-day operations. While visitor 
restrictions and additional infection control 
measures were put in place to ensure the 
wellbeing of our residents, our team continued 
to provide outstanding care and support to 
ensure residents remained happy, healthy and 
connected to their loved ones. Technology 
played an important role in ensuring residents 
and their families could communicate regularly, 
especially during periods of visitor restrictions. 
We also maintained timely, open and clear 
communication updates with residents and 
families throughout these periods.

•  As part of our property maintenance strategy, 
all 11 of our residential aged care homes have 
undergone refurbishments in recent years with 
the balance completed in the past financial 
year, improving the aesthetics of our homes, 
upgrading common areas and rooms to make 
our homes more contemporary in their look 
and feel, and improving the experiences of our 
residents, their families and our staff.

•  The skills of our Registered Nursing staff 
were improved and strengthened through a 
professional development program, enabling 
them to be more confident and capable within 
their roles to deliver better care outcomes for 
our residents.

•  Standards across our hospitality services 
were maintained and improved, bringing 
in-house previously outsourced services 
across food services, cleaning and laundry, 
across a number of sites. These changes led 
to improved efficiencies and outcomes for 
residents as evidenced by customer surveys.

HIGHLIGHTS
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Integrated Communities

•  In line with our vision to grow communities 
where best lives are lived and our strategic 
direction to create communities which deliver 
the best, person-centred outcomes to those 
we serve, we took initial steps towards 
building an integrated communities model 
creating a new leadership model and support 
structure to help break down traditional silos 
within the organisation.

Retirement Living

•  Occupancy stood at more than 90 percent 
across our retirement living communities at the 
end of FY 2020 / 21.

•  Our Retirement Living Managers provided 
great support to residents during periods 
of lockdown relating to COVID-19 including 
delivering personal items and mail, telephoning 
residents as a means of checking in during 
isolation and delivering care packages free of 
charge to the residents. Residents supported 
each other and reached out to those living 
alone, making a positive difference especially 
in times when people were prone to the 
negative impacts of isolation and loneliness.

•  The Stretton Gardens Retirement Living team 
was nominated for a Queensland Community 
Achievement Award for their care and service 
to residents during the COVID-19 pandemic.

•  We became a signatory to the Retirement 
Villages Code of Conduct and progressed in 
our preparation for accreditation under the 
Australian Retirement Village Accreditation 
Scheme (ARVAS) Standards.

•  Successful sales of new unit stock at Parque 
Vista and Stretton Gardens retirement 
communities totalling $18.5M ensured the 
future viability and prosperity of these 
communities.

Community Home Care

•  We provided home care services (including 
Home Care Packages and Commonwealth Home 
Support Programme) to over 800 clients in 
FY 2020 / 21. This included an increase in the 
number of Home Care Package (HCP) clients 
by 23 percent, up from 180 to 222 over the 
financial year.

•  Our Home Care business successfully 
demonstrated compliance with the national 
Quality and Safety Standards for Aged Care 
as well as the National Disability Insurance 
Scheme Practice and Quality Standards.

•  We delivered care packages free of charge and 
provided other additional services to our Home 
Care clients during COVID-19 related lockdowns 
and restrictions, adapting and enhancing our 
services to lessen the impacts of isolation 
impacting our more vulnerable clients.
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On 30 June 2021, Southern Cross Care 
Queensland (SCCQ) was delighted to secure $14 
million in the final, competitive grants 2020 Aged 
Care Approval Round (ACAR) announced by the 
Department of Health.

The largest allocation nationally of all ACAR 
grants in the round, the funding will be used to 
significantly boost the $28.7 million investment 
SCCQ will make in its visionary Chinchilla Aged 
Care Master Plan. The plan was publicly released 
in May 2021 and further shared at a community 
town hall meeting on 22 July 2021, at the 
Chinchilla RSL Memorial Club.

The funding allocation represents a vote of 
confidence for the region and the future of aged 
care for rural Queenslanders.

CEO Jason Eldering said, “I would like to sincerely 
thank the local community and our many partners 
at all levels of government who got behind our 
vision including the Member for Maranoa, the 
Honourable David Littleproud MP, the Member 
for Callide, the Honourable Colin Boyce MP, Mayor 
Western Downs Regional Council, Paul McVeigh, 
and a range of business organisations including 
Toowoomba and Serat Basin Enterprise and 
Southern Queensland Rural Health.

“With this grant, we are a major step closer 
to realizing our Stage 1 Master Plan vision to 
rebuild and expand our current Illoura Village 
in Chinchilla. The much loved but aging facility 
currently provides a warm and welcoming home 
for up to 66 residents, who will benefit greatly 
from the upgrade. The new village will offer a 

FUNDING FOR FUTURE AGED CARE IN 
REGIONAL QUEENSLAND

L-R SCCQ CEO Jason Eldering, Western Downs Regional Council Mayor, Paul McVeigh and SCC Chinchilla (Illoura Village)  
Residential Manager Lance Payne discuss the Chinchilla Master Plan.

MILESTONES
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purpose-built, contemporary home, including a 
dedicated dementia care home, to support up to 
81 residents,” he explained.

SCCQ is committed to building aged-care 
communities – modelled after the Chinchilla 
vision – that offer an integrated mix of affordable 
housing co-located with aged care, community 
services (day respite/ home care) and education, 
to best meet the needs of the whole region.

Preliminary site planning including discussions 
with local authorities has already been 
undertaken, with Stage 1 construction work 
expected to commence in early 2022 and 
completion due in 2023. Master planning for the 
site also includes a Stage 2 community centre, 
affordable rental housing, rural and allied health 
services and an educational training facility in 

partnership with The University of Queensland 
through Southern Queensland Rural Health, to 
grow and support a regional workforce.

Artist’s impression of the reimagined Illoura Village.

An aerial view of the current SCC Chinchilla site now set for revitalisation in several stages over the next few years.

‘Our heart is in serving and supporting rural and 
regional Queensland communities, and we are 

delighted we will now be able to move forward in 
support of current and future aged care needs in 

Chinchilla and the surrounding regions.’ 
CEO, Jason Eldering
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Southern Cross Care Queensland (SCCQ) 
embraced SIRS and complied with all reporting 
requirements. The scheme places greater 
obligations to report alleged, suspected or actual 
incidents within 24 hours to the Aged Care 
Quality and Safety Commission (ACQSC) and also 
the police if the incident is of a criminal nature, 
e.g. physical, sexual, stealing, stalking.

The scheme requires aged care providers to 
identify, record, manage, resolve, and report all 
serious incidents that occur or are alleged or 
suspected to have occurred, in a residential aged 
care setting.

Underpinning the SIRS is a requirement for 
residential aged care providers to have in place 
an effective incident management system, which 
is a documented set of protocols, processes, and 
standard operating procedures, to manage all 
incidents, respond to incidents, and take steps to 
make sure they do not happen again.

SCCQ has an incident management system in 
which we record a broader range of incidents and 
include incidents that involve staff or visitors.

ESTABLISHING THE SERIOUS INCIDENT 
REPORTING SCHEME

The Serious Incident Response Scheme (SIRS) is a new 
Federal Government initiative for the Aged Care sector which 
commenced on 1 April 2021 and replaced the Mandatory 
Reporting Requirements previously in place.

MILESTONES
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Why is the SIRS important?

The SIRS requires every residential aged care 
service to adopt a systematic approach to 
minimising the risk of, and responding to, 
serious incidents involving residents. The 
SIRS underscores the vital importance of an 
incident management system in helping every 
residential aged care service to effectively 
manage risks to their residents. The SIRS also 
introduces explicit obligations for providers 
to report a broader range of serious incidents 
to the ACQSC (the Commission) than is 
currently required under compulsory reporting 
obligations.

This includes reports of all incidents that are 
alleged or suspected to have occurred, or been 
witnessed, between consumers of an aged 
care service, including where the consumer 
who commits the incident has a cognitive or 
mental impairment (such as dementia).

What is a reportable incident under 
the SIRS?

A serious incident is an alleged, suspected or actual 
occurrence of the following categories of incident, 
where the person affected by the incident is a 
consumer in residential aged care. These incidents 
must be reported to the Commission.

Reportable incidents include –

•   unreasonable use of force – for example, hitting, 
pushing, shoving, or rough handling

•   unlawful sexual contact or inappropriate sexual 
conduct – such as sexual threats or stalking, or 
sexual activities without consent

•   neglect – includes withholding personal care, 
untreated wounds, or insufficient assistance 
during meals

•   psychological or emotional abuse – such as yelling, 
name calling, ignoring a consumer, threatening 
gestures, or refusing a consumer access to care or 
services as a means of punishment

•   unexpected death – in the event of a fall, 
untreated pressure injury, or the actions of a 
consumer result in the death of another consumer

•   stealing or financial coercion by a staff member – 
for example, if a staff member coerces a consumer 
to change their will to their advantage, or steals 
valuables from the consumer

•   inappropriate physical or chemical restraint – for 
example, where physical or chemical restraint is 
used without prior consent or without notifying 
the consumer’s representative as soon as 
practicable; where physical restraint is used in 
a non-emergency situation; or when a provider 
issues a drug to a consumer to influence their 
behaviour as a form of chemical restraint

•   unexplained absence from care – this occurs 
when the consumer is absent from the service, 
it is unexplained and has been reported to the 
police. 

Under the SIRS, an allegation, suspicion, or 
witnessed account of any of the above serious 
incidents must be reported to the Commission.

In FY 2020 / 21, our policies, guidelines and training 
were updated to reflect the changes under the 
SIRS, and continue to be rolled out to support 
implementation of the scheme.
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In FY 2020 / 21, five more of our residents celebrated their  
100th birthday – while several others notched up birthdays 

beyond the 100 year mark!

Our warm congratulations to the following members of our Southern Cross Care Queensland 
family who joined Club Centenarian this financial year.

CELEBRATING OUR CENTENARIANS

Theo Hesse 
SCC Caloundra

William (Bill) Munck 
SCC Holland Park (Duhig Village)

Isabel (Gina) Liddicoat 
SCC Caloundra

Mavis (May) Waldon 
SCC Nanango (Karinya)

Enid (Joyce) Perrett 
SCC Caloundra

MILESTONES

William (Bill) Munck Mavis (May) Waldon
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OUR BOARD

Francis Price
Chair

Michael Gregg
Director

Stephen Wockner
Director

Tony Plucknett
Director / Deputy Chair

Damien Rossi
Director

Dr Phillip Good
Director

Josephine Stevens
Director

Sr Sally Fuller
Director
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OUR EXECUTIVE LEADERSHIP TEAM  
FY 2020 / 21

Jason Eldering
Chief Executive Officer

Michael Hart
Chief of People & Mission

Michael Wild
Chief Operating Officer

Mark Botsford
Chief Technology Officer

Irma Hajdari
Chief Financial Officer &

Company Secretary

Sandra Glaister
Chief of Quality 
& Governance

Meredith Hall
Chief Customer Officer

Note – In July 2021, Irma Hajdari transitioned to the role of 
Chief Strategy Officer, and Adrian McKelvie joined the Executive 
Leadership Team in the role of Interim Chief Financial Officer. In 
August 2021, Sandra Glaister assumed the role of Privacy Officer 
in addition to her role as Chief of Quality & Governance and Justin 
Hogg joined the Executive Leadership team as Company Secretary.
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During the 2020 / 2021 financial year, Southern 
Cross Care Queensland’s (SCCQ’s) performance 
improved significantly navigating all COVID-19 
related challenges despite the clear impacts to 
certain parts of our operations.

The strengthened performance was the result of 
increased performance from our retirement living 
portfolio, particularly in the investment valuation 
($2.8M) and in deferred management fees.

Despite the economic environment, SCCQ 
continued to achieve traction in the second 
half of FY 2020 / 21, attracting new retirement 
living unit sales at our Parque Vista and Stretton 
Gardens estates.

Residential Aged Care was supported with a 
one-off Government Grant ($2.8M) in response 
to COVID-19, to offset the increased costs 
of workforce, protective equipment and 
other medical supplies associated with the 
management and response to the pandemic.

Residential Aged Care continues to be an under-
funded sector which has seen cost growth out 
performing revenue growth. Outcomes of the 
2022 Federal budget, although welcomed, did not 
provide sufficient certainty of funding to support 
future mandated hours for resident care and 
wage indexation. 

SCCQ continued to seek improvements in its 
operational effectiveness while investing in 
our people, technology and assets, all while 
navigating the challenging economic year for the 
industry and the country.

Focus remained on optimising our revenue to 
achieve relevant funding reflective of residents’ 
care requirements. The revenue increase of 5.1 
percent is attributed to:

•  a temporary subsidy funding increase of 
$1.54M, one of the Federal Government 
measures to support the Aged Care industry  
to partially offset the increased costs related  
to COVID-19

•  a one-off subsidy funding grant of $1.26M 
received to support residential aged care

•  a backdated subsidy underpayment from 
Medicare ($0.62M)

•  improved occupancy performance in the latter 
half of FY 2020 / 21, an improvement from 
earlier occupancy drops during the COVID-19 
pandemic.

The increase in expenses of 9.6 percent included 
COVID related costs and staff costs. Staff costs 
comprised 66 percent of overall yearly expenses 
excluding fair value expense. 

The SCCQ balance sheet strengthened with an 
increase in the Net Asset position. Improved cash 
flow from retirement living unit sales and greater 
certainty of Government support, resulted in 
$19.8M in debt repayments.

REVENUE EXPENSE EBITDA SURPLUS

$92.8M $86.3M $16.1M $9.3M

↑ 5.10% ↑ 0.76% ↑ 72.91% ↑ 238.69%

THE YEAR IN REVIEW

Financial results

OUR PERFORMANCE
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ASSETS & CAPITAL INVESTMENT

76%

13%

8% 3%

Segment Revenue

Residential Aged Care
Retirement Villages
Community Home Care Services
Other

23%

6%

2% 3%

Expense Category

Employee benefits
Service costs
Depreciation and amortisation
Administration
Interest expenses

45%

10%

24%

21%

Capital Investment

Buildings
Developments
Plant and equipment
Information and communication technology

13%

59%

27%

1%

Assets

Cash
Investment properties
Property, plant and equipment
Other assets

66%

FINANCIAL REPORT
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STATEMENT OF PROFIT OR LOSS

  2021 2020
  $ $

REVENUE  92,763,078 88,258,501

EXPENSES  

Employee benefits expense  (57,228,601) (55,709,067)

Direct costs for providing services  (19,621,487) (20,672,885)

Depreciation and amortisation expense  (5,501,879) (5,718,106)

Administration costs  (1,858,531) (1,848,850)

Interest expense  (2,098,217) (1,711,364)

SURPLUS FOR THE YEAR  6,454,363 2,598,229
Items that will not be reclassified subsequently to profit or loss

Increase/(Decrease) in fair value of investment  
properties/retirement village licences/leases  2,855,783 150,655

TOTAL COMPREHENSIVE INCOME FOR THE YEAR  9,310,146 2,748,884

Statement of Profit or Loss and Other Comprehensive Income  
for the Year Ended 30 June 2021

FINANCIAL REPORT
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STATEMENT OF FINANCIAL POSITION

Statement of Financial Position  
as at 30 June 2021

  2021 2020
  $ $

ASSETS

CURRENT ASSETS

Cash and cash equivalents  56,878,130 58,950,603

Accounts receivable and other debtors  485,789 783,124

Other current assets  711,174 970,920

Total Current Assets   58,075,093 60,704,647

NON-CURRENT ASSETS

Investment properties  250,516,537 243,592,303

Property, plant and equipment  112,654,852 115,428,933

Intangible assets  1,654,662 1,507,466

Total Non-Current Assets  364,826,051 360,528,702

TOTAL ASSETS   422,901,144 421,233,349

CURRENT LIABILITIES

Accounts payable and other payables   283,614,845 272,187,860

Borrowings  11,978,400 1,649,168

Provisions  1,250,213 1,256,610

Total Current Liabilities  296,843,458 275,093,638

NON-CURRENT LIABILITIES

Borrowings   15,640,222 44,900,688

Provisions   583,372 630,198

Other payables  – 84,879

Total Non-Current Liabilities   16,223,594 45,615,765

TOTAL LIABILITIES  313,067,052 320,709,403

NET ASSETS  109,834,092 100,523,946

EQUITY

Asset revaluation reserve  19,888,182 19,888,182

Business combination reserve   – 9,287,216

Accumulated surpluses  89,945,910 71,348,548

TOTAL EQUITY  109,834,092 100,523,946

FINANCIAL REPORT
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STATEMENT OF CHANGE IN EQUITY

Statement of Changes in Equity 
for the Year Ended 30 June 2021

Accumulated 
Surpluses

Asset 
Revaluation 

Reserve

Business 
Combination 

Reserve

Total

$ $ $ $

BALANCE AT 30 JUNE 2019 68,599,664 19,888,182 9,287,216 97,775,062

Surplus for the year 2,748,884 – – 2,748,884

Other comprehensive income for the year  
– Revaluation of Land

– – – –

Total comprehensive income for the year 2,748,884 – – 2,748,884

Transactions with owners in their capacity as owners – – – –

BALANCE AT 30 JUNE 2020 71,348,548 19,888,182 9,287,216 100,523,946

Surplus for the year 9,310,146 – – 9,310,146

Other comprehensive income for the year  
– Revaluation of Land

– – – –

Total comprehensive income for the year 9,310,146 – – 9,310,146

Transactions with owners in their capacity as owners – – – –

Transfer of reserve to accumulated surpluses 9,287,216 – (9,287,216) –

BALANCE AT 30 JUNE 2021 89,945,910 19,888,182 – 109,834,092

FINANCIAL REPORT
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STATEMENT OF CASH FLOWS

Statement of Cash Flows 
for the Year Ended 30 June 2021

  2021 2020
  $ $

CASH FLOWS FROM OPERATING ACTIVITIES

Receipts from activities  81,070,191 77,799,725

Payments to suppliers and employees   (80,601,406) (75,545,354)

Interest received  812,192 868,037

Interest paid  (1,294,679) (1,711,364)

Net cash inflow from operating activities  (13,702) 1,411,044

CASH FLOWS FROM INVESTING ACTIVITIES

Purchase of property, plant and equipment and intangibles   (2,935,078) (5,225,965)

Purchase of investment properties  (497,743) (14,335,815)

Net cash outflow from investing activities  (3,432,821) (19,561,780)

CASH FLOWS FROM FINANCING ACTIVITIES

Proceeds from refundable accommodation deposits   26,869,133 28,349,187

Repayment of bonds/refundable accommodation deposits   (22,257,384) (27,413,571)

Proceeds from retirement village licences/leases   24,267,754 21,281,984

Repayment of retirement village licences/leases  (7,906,682) (4,446,377)

Proceeds from borrowings   – 29,275,913

Repayment of borrowings  (19,598,770) (8,246,159) 

Net cash inflow from financing activities  1,374,051 38,800,977

Net increase/ (decrease) in cash and cash equivalents  (2,072,472) 20,650,241

Cash and cash equivalents at the beginning of the financial year  58,950,603 38,300,362

CASH AND CASH EQUIVALENTS AT THE END OF THE FINANCIAL YEAR  56,878,130 58,950,603

FINANCIAL REPORT
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WHERE TO FIND US

Noosaville
(Noosa
Waters 

Retirement 
Estate)

Nanango (Karinya)

Murgon (Castra)

Gold Coast
(Community Home

Care Services)

Taroom
(Leichhardt Villa)

Allora
(Nursing Home & 

Homestead)
Drewvale

(Stretton Gardens Aged Care 
& Retirement Village)

Holland Park
(Duhig Village /
Parque Vista)

Edens Landing
(Connolly Court & 

Edens Landing
Retirement Village)

Caloundra
(Caloundra Rise Aged 

Care & Retirement 
Village)

Chinchilla
(Illoura Village)

Brisbane
Support Centre

Raceview
(St Mary’s)

IpswichToowoomba

Dalby

Miles

Meandarra

Jandowae

Tara
(Tarcoola)

Residential  
Aged Care

Retirement  
Villages

Community Home 
Care Services

Support 
Centre
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Residential Care, Retirement Living and Community Home Care Services

Residential Care

SOUTHERN CROSS CARE  
ALLORA HOMESTEAD 
62-64 Forde Street Allora Q 4362 
Phone 4666 3588  Fax 4666 3788

SOUTHERN CROSS CARE  
ALLORA NURSING HOME 
29 Darling Street Allora Q 4362 
Phone 4666 3171  Fax 4666 3769

SOUTHERN CROSS CARE CALOUNDRA 
57 Village Way Little Mountain Q 4551 
Phone 5492 6866  Fax 5492 6851

SOUTHERN CROSS CARE ILLOURA VILLAGE 
24-30 Zeller Street Chinchilla Q 4413 
Phone 4662 7182  Fax 4662 7698

SOUTHERN CROSS CARE CONNOLLY COURT 
20-24 Loane Drive Edens Landing Q 4207 
Phone 3805 1844 Fax 3805 1633

SOUTHERN CROSS CARE DUHIG VILLAGE 
85 Seville Road Holland Park Q 4121 
Phone 3422 3888  Fax 3422 3890

SOUTHERN CROSS CARE CASTRA 
2 Cooper Street Murgon Q 4605 
Phone 4169 8700  Fax 4169 8799

SOUTHERN CROSS CARE KARINYA 
25 Church Street Nanango Q 4615 
Phone 4163 2430  Fax 4163 1972

SOUTHERN CROSS CARE ST MARY’S 
129 Wildey Street Raceview Q 4305 
Phone 3288 9955  Fax 3288 9924

SOUTHERN CROSS CARE STRETTON GARDENS 
209 lllaweena Street Drewvale Q 4116 
Phone 3373 9000  Fax 3373 9095

SOUTHERN CROSS CARE LEICHHARDT VILLA 
1 McCorley Court Taroom Q 4420 
Phone 4628 6166  Fax 4628 6122

Retirement Living

CALOUNDRA RISE RETIREMENT 
57 Village Way Little Mountain Q 4551 
Phone 1800 898 800  Fax 5437 0822

EDENS LANDING RETIREMENT VILLAGE 
20 Loane Drive Edens Landing Q 4207 
Phone 3805 5300  Fax 3805 5302

NOOSA WATERS RETIREMENT ESTATE 
39 Lake Weyba Drive Noosaville Q 4566 
Phone 5474 4480  Fax 5474 0953

STRETTON GARDENS RETIREMENT ESTATE 
209 lllaweena Street Drewvale Q 4116 
Phone 3272 6011  Fax 3272 6211

PARQUE VISTA ON SEVILLE 
85 Seville Road Holland Park Q 4121 
Phone 3272 6011  Fax 3272 6211

Community Home Care Services

SUNSHINE COAST 
57 Village Way Little Mountain Q 4551 
Phone 5438 0655

GOLD COAST 
Shop 13A Ashmore Plaza  
146 Cotlew Street, Ashmore Q 4214 
Phone 5580 8755

EDENS LANDING 
20-24 Loane Drive Edens Landing Q 4207 
Phone 3200 5033

IPSWICH 
129 Wildey Street Raceview Q 4305 
Phone 3281 8355

Support Centre

BRISBANE 
2078 Logan Road Upper Mt Gravatt Q 4122 
Phone 1800 899 300

OUR SERVICES ACROSS QUEENSLAND
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Contact us

 www.sccqld.com.au

 1800 899 300

 enquiries@sccqld.com.au

  Southern Cross Care (Qld) Ltd 
2078 Logan Road 
Upper Mt Gravatt Q, 4122
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