
Our homes travel with us.  
They are wherever we feel  
loved and accepted.”

“

KAMAND KOJOURI
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Love & Compassion are necessities, 
not luxuries. Without them  
humanity can’t survive.”

“

THE DALAI LAMA
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OUR PROMISE

At Doutta Galla, we are passionate about our promise, 

“We’re with you, every step of the way.”
To Act
Our role is to care, nurture, provide 
relief, support and instil a confidence 
that gives peace of mind. We are 
passionate about what we do and 
take great pride in offering focused 
and heartfelt care within a home-like 
environment that is warm and inviting.

To Create
As a proactive organisation that stays 
a step ahead within an ever-changing 
aged care environment to ensure our 
residents are always at the centre of 
everything we do.

To Be
A community of experts in aged care,  
we understand that each person is 
unique and special, no matter their 
personal situation. We listen to our 
residents and acknowledge their  
life’s journey, recognising their 
achievements and triumphs.

OUR VISION
To ensure better access to responsive,  
high quality aged care services for 
older people.

OUR MISSION
To provide access to residential aged  
care and service options which are  
affordable and inclusive of people with  
diverse experiences and backgrounds.

OUR STRATEGY
People and Capability 
Ensure our workforce is engaged, capable, committed  
and flexible to deliver our mission

Quality of our Services
To increase the choice and extend our scope and  
service levels

Assets
Our assets are attractive, modern, responsive and fit  

for purpose, into the future

Marketing, Reputation and Brand
Our brand and reputation mean we are widely  
recognised as a leading aged care provider

Sustainability, Growth and Partnerships
Enhance the organisation’s business capability and  
pursue opportunities that progress our mission

OUR VALUES

Respect the 
Individual

Care with 
Compassion Do Better

Positivity & 
Optimism

Be  
Accountable



As human beings, it’s important to feel 
connected, and at Grantham Green,  
we’ve devised a way for residents to 
connect with the community. In April,  
we introduced a pen pal program in 
partnership with St Albans Meadows 
Primary School. Our residents write  
letters to the year 6 students, and look 
forward to receiving a reply in return.  
If residents are suffering from writer’s 
block, our staff are only too happy to  
offer a little encouragement and 
inspiration.

The initiative has been a huge success  
and the residents are loving having a  
pen friend, particularly those who are  
more introverted. Many look forward to  
the luncheon, held once a term, where  
they can meet their pen pal in person.  
The kids are enjoying the activity so  
much, the school has even asked if  
more residents will take part!

“Because we’re not-for-profit we 
cater for a lot of residents who don’t 
have family contact, so it gives them 
an opportunity to receive letters, 
connect with somebody and create 
friendships,”

Leisure and Lifestyle Co-ordinator 
Gordanna Veljanovski said. “It’s about 
keeping the spirit alive. We’re all different 
in our own way, and it’s about keeping that  
person alive and giving them something  
to look forward to, something that’s 
important to them.”

Letters from the heart
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At Doutta Galla Aged Services,  
we ensure older people within the 
community have access to affordable 
and good quality services regardless  
of their individual socio-economic 
status, race, gender, ethnicity, religion,  
or culture. These aspirations are 
integral to our mission, vision and 
values and will continue to underpin 
the organisation’s strategic direction  
so that our residents have the 
opportunity to live a good life within  
an environment that offers choice, 
dignity and respect.

OUR HISTORY
The origins of our organisation trace  
back to the efforts of a group of 
concerned community members  
who firmly believed that there was  
a real and genuine need for a 
charitable, non- denominational  
aged care organisation to service the 
needs of the elderly in the electorate  
of Doutta Galla and the western 
suburbs more generally. With strong 
and early support from the City of 
Melbourne Council, our organisation 
was officially launched on 12 April 1991 
with our first facility, Lynch’s Bridge 
built and opened in 1992.

WHAT WE DO
Residential Services 
Doutta Galla Aged Services offers 
residential services, independent living 
and domestic support service options  
in the western region of Melbourne  
and across central Victoria. 

We are dedicated to providing accessible, 
affordable, quality care accommodation 
and domestic support to older people 
regardless of religious, socio-economic 
or ethnic background. 

Our service offering aims to respond to 
the individual and personal preferences 
of each resident and community client 
by supporting them to live the life they 
choose, honouring the activities and 
interests that define them without 
compromising the high quality service 
we promise to all our residents and 
community clients. 

Independent Living 
Doutta Galla offers a total of 96 
independent living units at two sites: 
Harmony Village in Shepparton and 
Queens Park in Moonee Ponds. 
Accommodation styles range from 
townhouses to self-contained villas. 
All are architecturally designed and 
feature stylish open plan living. They 
are modern, comfortable and easy 
to maintain. Our residents enjoy 
privacy and self-sufficiency with the 
security of having a reassuringly safe 
living environment with on-call 24/7 
emergency systems. 

Community Home Support 
Program – Doutta Galla West
Doutta Galla commenced its Doutta Galla 
West service in July 2017 the service is 
available to people living in the western 
suburbs of Melbourne, and who are 
eligible for the service. The service is  
an intensive ‘spring-clean’ of clients’ 
homes up to four times per year.

OUR BUSINESS



At Doutta Galla, we embrace diversity and 
celebrate the tapestry of cultures that make 
up our population. We endeavour to support 
the communities within our community 
wherever we can.

Our vivacious Italians 
At Avondale Heights, almost half of the 
population is Italian. As such, we’ve adapted 
our menu to accommodate their palates 
and the flavours they’re used to. Our chef 
regularly makes pasta, gnocchi, lasagne, 
fresh bread rolls and a range of other 
delicious traditional dishes. 

We’ve also introduced activities designed  
to help our Italian residents feel at home.  
On Tuesdays, a former Italian radio 
broadcaster by the name of Ivano Ercole 
comes in to talk to the residents, discuss 
issues back home, reminisce, and listen  
to Italian music. There’s fresh Italian  
coffee available, made with love using  
our percolator.

On Wednesdays, staff play Italian music  
for the residents – a joyous affair with plenty 
of singing and dancing. On Fridays, another 
Italian volunteer visits the Italian Ladies’ 
Group. The women chat, drink coffee and 
worship together. Throughout the year we 
also host various cultural celebrations, 
featuring Italian food and drinks.

Avondale Heights Leisure and Lifestyle 
Co-ordinator Tracey Comber said it was 
wonderful to see residents forming strong 
connections. “They love it,” she said. 
“We even have men who play cards right 
until midnight sometimes! Family is very 
important for the Europeans, and to be able  
to speak to someone in their own language  
is important.”

Our marvellous Macedonians 
Grantham Green is home to two colourful 
Macedonian ladies who love to knit. Most of 
the time, you can find the pair sitting in the 
“cultural corner”, busy with their knitting 
needles, and often surrounded by other 
Macedonians looking on. Staff and residents 
are always in awe at the calibre of the final 
products the women create, many of which 
they donate.

“It’s more of a competition of who 
can knit the best, the longest and the 
brightest,” Grantham Green Leisure 
and Lifestyle Co-ordinator Gordanna 
Veljanovski said, with a laugh. “It’s a 
real pride thing, it’s their heritage and 
what they like to do. We have the best 
residents, regardless of culture – their 
personalities are just awesome!”

Celebrating our  
kaleidoscope of cultures
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Eating is one of life’s great pleasures, 
and at Doutta Galla we do our best  
to serve our residents meals made 
with a whole lot of love! Each of  
our facilities has its own chef who  
prepares the food using fresh, 
seasonal ingredients where possible. 

Our chefs draw on our residents’ 
feedback to devise a menu that 
caters to all palates. During our food 
assessments, we ask residents what 
their favourite dish is and we try to 
incorporate those requests into our 
menus. 

Before we plate up, our meal plans 
are checked by dieticians, and where 
necessary, we add supplements to the 
food to ensure residents receive the 
nutritional support they need. It’s all 
part of our commitment to providing 
the very best level of care. Let’s take  
a look at what’s been happening in  
the culinary world of Doutta Galla.

Continental Breakfasts
When it comes to having breakfast, 
we all have our own special way of 
doing things. Some people like to 
polish off their toast then finish with  
a tea, while others like to start with  
a coffee first thing in the morning and 
warm up to their meal. So, how does 
an aged care facility accommodate all 
of those differing tastes? Simple:  
a buffet breakfast!

Our continental buffet breakfast allows 
residents to choose what to eat for 
brekkie, and when. Between 7.30am 
and 9am, residents at Woornack can 
enjoy breakfast at their leisure. There’s 
an assortment of cereals, breads, tea, 
coffee and juices on offer during the 
week, while on weekends the buffet 
includes bacon and eggs. What a way  
to start the day!

High Teas and Special 
Occasions
Every month, our residents are 
treated to mouth-watering, beautifully 
presented bite-sized pieces, as part 
of our high tea service at Footscray. 
Chef manager Saman Rajamuni pours 
his heart and soul into producing a 
range of delicious delights, and there 
is always great excitement in the 
lead-up. Mr Rajamuni has worked all 
around the globe and spent four years 
working as a pastry chef in Dubai. “I 
learned a lot of things about pastry, 
and I’m drawing on that experience to 
make the high teas,” he said. “I really 
enjoy my work, and I have a very nice 
sous-chef supporting me.”

The high tea features all the essentials 
– a selection of teas and coffee, scones 
and slices, as well as savoury offerings 
such as sandwiches and spring rolls. 
On the same day, we also celebrate  
all the birthdays for the month with  
a large cake for the residents. As you 
can imagine, it’s quite a feast!

Moulded Food – Believe  
it or not!
One culinary creation we are 
particularly proud of at Doutta Galla 
is our moulded food. The process 
involves creating meals that are 
safe for residents with swallowing 
difficulties, presented in a way that 
resembles “real” food. 

Our talented Woornack chef, Wilson 
Gomes, creates everything from 
chicken breasts, sausages and fish,  
to broccoli, carrots and green beans 
in moulded form. To the discerning 
eye, it can be hard to tell the difference 
between “real” food and moulded food. 
It even tastes the same!

Mr Gomes said there was a fine art 
to creating moulded food. “The food 
has to be cooked with seasoning, then 
you have to blend it,” he said. “The 
blending is very important because it 
has to be really fine and smooth. Then 
we add the starch, and I’ve worked out 
how much meat and how much starch 
should be added to stabilise it. After 
that, we plate it up, steam it, and the 
food doesn’t melt or go flat, it retains 
the shape. It tastes exactly like the 
normal food.”

Mr Gomes said he loved seeing 
the response from the families of 
residents with eating difficulties. “If 
I was in that position, vulnerable and 
maybe unable to speak… I can imagine 
how it would feel,” he said. “Some of 

Dishing up customer  
service with a smile
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the residents might not understand, 
but the families are very happy. They’re 
having the same food as what other 
residents are having.” 

Home-grown Goodies
Our edible gardens at Harmony Village 
continue to grow and flourish, thanks 
to the hard work of our residents. 
Gardening is relaxing, restorative and 
rewarding. It encourages residents 
to be physically active, and there’s an 
added level of satisfaction in knowing 
you’ve grown something that’s organic, 
nutritious and delicious! 

This year, our residents have 
successfully grown everything from 
tomatoes and carrots, to spinach, 
pumpkins and rhubarb. Harmony 
Village Leisure and Lifestyle Co-
ordinator Joy Peters said it was  
great to see the residents getting 
involved.

“Some of the vegetables are  
used in the kitchens, and some  
of them are cooked by the 
residents themselves,” 
she said. 

“They give them to  
family members as well.  
One of the residents gave  
me a couple of eggplants 
 (they were delicious),  
and we’ve made rhubarb 
pancakes in the hostel  
for the residents. The  
residents still continue  
to ask for them!”
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OUR STRATEGY
The Strategic Plan has been updated to ensure financial and clinical sustainability of  
Doutta Galla continues. The review of the Strategic Plan has been undertaken in the midst 
of the continuing uncertainty of Federal Government policy and funding for residential and 
aged care services including changes to the Aged Care Funding Instrument (ACFI) and the 
deregulation of the residential aged care services. 

Over the course of the next 12 months Doutta Galla will maintain its commitment to our 
mission, by improving the value proposition for potential and current residents by:

Investing $10m  
on asset redevelopment 

and expansion

Raising the bar   
on accreditation

Being the ’go to’  
aged care provider  

in the West

Exceeding  
customer expectations 

Expanding  
support and care  

in the home

Progressing  
automation of 

business processes

Building  
skills and capability

Growing  
residential services

HIGHLIGHTS
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Quality 
Accreditation Success
During 2016/17 Harmony Village and Woornack were  
re-accredited for the maximum 3 year period. 
Annual unannounced visits at all our facilities affirmed  
our ongoing compliance with the accreditation standards  
set by the Government.

Innovation 
Support Older People to Live  
Independently at Home
In July 2017 Doutta Galla launched its new service Doutta 
Galla West Domestic Intensive Support Service to eligible 
people who reside in the western suburbs of Melbourne. 
Funding for this service was received in April 2017 through  
the Commonwealth Home Support Program. The initial two 
year funding for this service has now been extended until 2020.

Technology
Doutta Galla has also ventured into the world of virtual 
reality (VR) with the purchase of 3 portable headsets in 
January 2017. Residents have had positive experiences  
being transported through virtual activity whilst being  
in the comfort of their home. Some examples of the 
experiences residents have enjoyed include canoeing,  
visiting the Arctic, strolling on a beach in Bali, scuba  
diving and views of Canadian forest treetops. Feedback  
from the residents has been positive, with most residents 
feeling elated and excited by the experience. We hope 
to build on these types of disruptive technologies for all 
residents and specifically for those who are living with  
loss of mobility and who are unable to participate in some  
of the lifestyle activities.

IMPROVING SYSTEMS AND PROCESSES
This year we have focused our efforts on simplifying our operational systems and processes, 
resulting in demonstrable improvements in health and wellbeing outcomes of our residents. 
Creating an efficient and consistent foundation for care management, health records 
documentation, staff management, legislative compliance and feedback management has 
been the focus, now we are working on strategies and initiatives to improve the customer 
experience for our residents and their families.
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CONNECTING WITH 
COMMUNITIES

Falls Prevention 
Reducing and preventing resident falls is a high priority  
for Doutta Galla, to do this we have partnered with a podiatry 
group to assist our residents with the provision of footwear 
that is correctly fitted. 

Community Visiting Program  
Doutta Galla welcomes volunteers from the State funded 
Community Visitors Scheme (CVS) into our homes, to improve 
the quality of life for residents by offering regular visits. 
Volunteers are matched with older people living in residential 
aged care facilities who are socially isolated or are at risk of 
social isolation or loneliness. 

Improving the Environment for  
Residents Living with Dementia  
Doutta Galla partnered with Alzheimer’s Australia completing 
a six month project at our Footscray Residential facility to 
create familiar home like environments for people living  
with dementia and by providing training for staff to enable 
them to better meet the needs of residents. 

Understanding Depression in  
Residential Care Settings 
Doutta Galla partnered with ACU Institute of Health  
and Ageing on a 2 year research project called PEARL  
to understand the significance of depression in older  
people moving into aged care. 

Palliative Care Research 
Doutta Galla residents were invited to take part in a project 
by a Monash University PhD student who is researching the 
impact and use of antibiotics in palliative care. 

 

HIGHLIGHTS

Doutta Galla has introduced a revised and individualised 
package of information for each new resident, their families  
and friends. The information package aims to reduce anxiety 
and improve integration. 
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UNDERSTANDING CUSTOMER 
EXPERIENCE 

Resident Survey
The annual resident and family satisfaction survey was 
conducted in October 2016 across all of our eight facilities. 
The results indicated that while Doutta Galla delivered a 
strong and reliable service, areas identified for improvement 
included information about the facility and the local 
community. Doutta Galla has introduced a revised and 
individualised package of information for each new resident, 
their families and friends. The information package aims to 
reduce anxiety and improve integration. 

Building a Capable and Resilient Workforce   
Doutta Galla continues to strive to develop a flexible, resilient 
and diverse workforce that is trained to provide care and 
support to our residents and community clients.

We are also committed to building strong career pathways 
for our employees and for youth in our community who will 
be our workforce of the future.

In 2017 Doutta Galla embarked on a number of new 
programs for staff development – including up-skilling a 
large group of our Personal Care staff in the new Certificate 
IV in Ageing Support that was released in late 2016 by the 
Australian Skills Quality Authority. The extension of our 
graduate program to include national traineeships for 
disadvantaged youth; and taking on our first group of VCAL 
students studying the Certificate III in Ageing Support. 

Bridge Learning Management System 
In 2017 Doutta Galla transferred to a new learning 
management system (Bridge) that provides specialised 
training for all Doutta Galla employees. With this new 
program we are able to ensure that the Doutta Galla 
approach to high quality care underpins all training that 
employees undertake. The system is internet and mobile 
friendly and in time will allow our staff to access tools  
and resources to help them meet the daily challenges  
of caring for our diverse population of residents.

Over the next twelve months we will be expanding our 
learning library to include case study training for our care 
and clinical staff. The training will be used as part of our 
professional development program and will also be a 
resource for clinical staff to conduct in-service education  
via an online tool box for staff to access knowledge.
 

Employee Time and Attendance System  
In late 2016 we implemented an automated time and 
attendance system to improve employee rostering, leave 
processing, timesheet recording and staff communications. 
The system has also allowed Doutta Galla to build our first 
centralised casual bank which has directly reduced reliance 
on agency staffing across the organisation. Our casual  
bank also ensures that residents are cared for by people  
they know, and who are fully trained in Doutta Galla’s 
organisational policies and procedures.

The system also allows us to communicate with staff via 
mobile and internet technology and has added significantly 
to providing flexibility and agility whilst meeting ongoing 
operational requirements.

Our Volunteers  
Volunteers have powered Doutta Galla Aged Services since 
its inception in 1991; our 60 volunteers are an important and 
valued part of our service delivery. Volunteers bring skills, 
passion, knowledge, friendship, warmth and colour to the 
lives of our residents. 

Performance Measures  
Doutta Galla performed above expectation in the financial 
year 2016-17 with an occupancy rate of 98.1%. Proudly Doutta 
Galla continues to provide supported accommodation to 47% 
of its residents who are financially and socially disadvantaged 
and 46.7% of residents come from cultural and linguistically 
diverse backgrounds.

Future Developments 
During the year, significant ‘behind the scenes’ work took 
place as part of the ongoing refurbishment program of all 
of Doutta Galla’s facilities. The refurbishment program has 
taken place at Harmony Village, Lynch’s Bridge, Woornack, 
Grantham Green and Avondale Heights. The program will 
continue during 2017/18 with plans to refurbish all facilities.

During the year, Grantham Green was awarded a further 15 
places through the Federal governments approvals round. 
Design work will be undertaken on this project during the 
forthcoming year. 
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DOUTTA GALLA 
IN STATS 

163 
NEW PERMANENT 

RESIDENTS IN  
2016/17

96 
INDEPENDENT  
LIVING UNITS

3 YEARS 
AVERAGE  

LENGTH OF STAY

114 
NEW RESPITE  

RESIDENTS 
IN 2016/17

8 
RESIDENTIAL  
FACILITIES IN  

VICTORIA

98.1% 
OCCUPANCY

7,297 
RESPITE DAYS

513 
RESIDENTIAL  

BEDS

183,465 
OCCUPIED BED  

DAYS

1 JULY 2016 - 30 JUNE 2017
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COUNTRY OF BIRTH

296  FESTIVE DAYS AND CELEBRATIONS

19,098  NUMBER OF NEWSPAPERS DISTRIBUTED

617,908  NUMBER OF MEALS PROVIDED

49,920  HOURS OF ORGANISED ACTIVITIES A YEARS

AUSTRALIA 44%

ITALY 16%

UNITED KINGDOM 7%

GREECE

MACEDONIA

CROATIA

GERMANY

NOT PROVIDED

POLAND4%

4%

4%

3%

3%

2%

OTHER COUNTRIES 12%

63%
FEMALE

81-90 90+

65-80

<65

37%
MALE

GENDER PROFILE  
OF RESIDENTS

AGE PROFILE  
OF RESIDENTS
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Residents showcase their 
artistic talents

Art can be therapeutic, providing human 
beings with an outlet to express our 
deepest emotions, whether it be pain, 
grief, fear, joy or happiness. Since 
we introduced art classes at Lynch’s 
Bridge, we’ve certainly seen its healing 
powers in action.
Last year, a conversation between the 
then facility manager, Sanjeet Sharma 
(now Footscray’s facility manager), 
and some of the artistically-minded 
residents sparked the idea to create 
art classes. Residents responded 
enthusiastically – close to 75% began 
attending the classes. Staff could 
see a dramatic change in residents’ 
behaviours, including those with 
depression.

“Some of the residents never  
used to come out to socialise  
with other residents,”  
Mr Sharma said. 

“Through art sessions, they were 
suddenly coming out of their 
rooms, getting involved and it  
was just a massive social activity.” 

In April, we hosted an Art Exhibition 
fundraiser featuring the residents’  
work at Kensington Town Hall.  
The guest list included high-profile 
attendees like the Deputy Lord Mayor  
of the City of Melbourne, representatives 
from nearby communities and our 
board members. Close to 170 tickets 
sold and we were lucky enough to 
receive a $5,000 sponsorship from 
Brady Group. 
Everyone was in awe of the calibre of 
work created by our residents. In fact, 
every piece of artwork sold that night.  
In all, the Exhibition raised close to 
$10,000 for our organisation! “I was 
exceptionally proud of the residents,” 
Mr Sharma said. “The residents group 
actually took initiative and led the team, 
and I couldn’t have been prouder.”

Healing through art

P. 017
A

N
N

U
A

L R
E

P
O

R
T  |  2017



D
O

U
T

TA
  G

A
L

L
A

P.
 0

18

 
 

This year has been a year of progress 
and innovation seeing success in 
all areas of the business. Although 
challenging, the year was one 
where the organisation focused on 
management and care staff capability 
- achieving outstanding results in 
accreditation, cultural change and 
financial growth whilst maintaining 
a strong focus on the organisation’s 
vision and mission. 

Harmony Village and Woornack 
achieved 3 year accreditation thanks 
to the ongoing diligence to continuous 
improvement by our staff ensuring 
we continue to meet all 44 quality 
standards.

Supporting diversity 
The organisation is particularly proud 
that it continues to support 47% of 
residents who are financially and 
socially disadvantaged, as well as a 
diverse resident mix of 46.7% who 
are from culturally and linguistically 
diverse backgrounds. This is important 
in light of the significant changes to the 
industry and in particular the financial 
impacts of the ACFI funding changes 
implemented by the government. 
Through our staff establishing 
excellent relationships with local 
service providers and community 
recommendations we have achieved 
occupancy above industry averages  
at 98.1%. This is particularly significant 
as many elderly members of the 
community choose to remain at  
home for as long as possible thus 
entering residential aged care with 
higher care needs. The high occupancy 
rate has also led to an increase in 
accommodation bonds which has 
also been positive.

Improving Governance 
The Board has continued to implement 
improvements in governance including 
initiatives through its Committees in the 
areas of strategy, service development, 
risk management, finance, governance, 
clinical quality care and the beginning 
of a major investment in our facilities. 
It also made use of working groups for 
specific purposes such as asset review 
and redevelopment projects. The Board 
and Trustees completed the new Doutta 
Galla Constitution which was adopted 
in September 2016.

Future Sustainability
In consolidating its position for  
the long term future, the organisation 
focused strongly on current  
operations whilst proactively  
seeking opportunities for growth.  
The organisation continued to invest  
in the infrastructure improvement  
and building refurbishment program.  
The organisation has also been 
reviewing its service models while 
considering the emerging care needs  
of current and future clients, and in 
particular residents with Dementia  
and complex care needs. 

There were also continued 
improvements in a diverse range of 
other areas including, staff recruitment 
and on-boarding, injury management 
and staff development.

As well as the addition of new rooms 
in some of the facilities, and achieving 
some additional bed licences, Doutta 
Galla was successful in its application 
for funding through the Commonwealth 
Home Support Program. The Domestic 
Intensive Service will be Doutta Galla’s 
first entry into providing such services 
in people’s homes. 

OUR CHAIRMAN
& CEO REPORT
Through our staff establishing excellent relationships with local 
service providers and community recommendations we have 
achieved occupancy above industry averages at 98.1%. 
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Further investment was made in 
Information Technology following the 
development of the ICT Strategy aimed 
at enhancing the customer experience 
and care, whilst improving operational 
efficiency. Further developments in 
clinical, as well as rostering and time 
and attendance systems continued to 
realise benefits for residents and staff.
The year also saw progress made on 
innovation projects, the enhancement 
of the scholarship program and bedding 
down of the renewed risk framework.

Future Developments 
The revised Doutta Galla Aged Services 
Strategic Plan 2017-2021 provides  
the opportunity for the Board of DGAS  
to set the strategic direction for the 
organisation for the next 4 years. It 
clearly links the mission, vision with  
re-stated values, and revised objects  
as outlined in the new Constitution.

The organisation will continue its 
extensive investment in assets, ICT  
and service development and 
innovation. Although the key change  
in the Strategic Plan is lower predicted 
surpluses due to the changes in 
government funding and policy, the 
gains of the past few years are  
being reinvested to improve the 
experience of the residents, quality 
of the assets and to stabilise the 
business.

Updated Strategy 
Although the Strategic Plan has been 
updated to ensure the continuing 
financial and clinical sustainability of 
Doutta Galla, the review of the Strategic 
Plan has been undertaken in the midst 
of the continuing uncertainty of Federal 
Government Policy and funding for 
residential and aged care services 
in particular. The proposal for a new 
funding instrument to replace the ACFI 
is yet to be finalised and its impacts 
unknown. Equally the considerations 
around the deregulation of the residential 
industry and any consequent outcomes 
are unknown.

The Plan outlines a bold and confident 
strategy - the most exciting to date 
as the Board, management, staff, 
the community and most importantly 
our residents will more clearly and 
physically see the benefits of the efforts 
over the past few years. Doutta Galla 
is enacting and consolidating the 
aspirations it has had for many years,  
and consolidating itself as the ‘go to’ 
place.

Over the course of the next 12 months 
Doutta Galla will: maintain its 
commitment to mission, improve  
the value proposition for potential  
and current residents, invest $10m  
in asset redevelopment and expansion, 
expand residential bed numbers, 
leap frog investment in ICT, invest in 
new business opportunities, such as 
Domestic Intensive, which has already 
had its funding extended to 2020. 
Doutta Galla will continue to develop its 
own training and development products, 
investing in our other major resource 
–our people. 

Importantly Doutta Galla will  
be ensuring that it meets its 
accreditation processes with  
Avondale Heights due for full  
re-accreditation in the next  
financial year.

Doutta Galla will continue  
consolidating its position as the 
preferred not for profit community  
based provider of residential  
services in the West.

Scott Chapman, Chairman   

Vanda Iaconese, CEO
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OUR PEOPLE

5y  AVERAGE LENGTH OF SERVICE

16.53%  RECRUITMENT TURNOVER

41y 5m  AVERAGE AGE

76.8%  FEMALE

23.2%  MALE

33.51%  BETTER THAN INDUSTRY AVERAGE IN SAFETY PERFORMANCE 

651  TOTAL WORKFORCE AS 30/6/2017

WHERE OUR EMPLOYEES WERE BORN

WHERE OUR EMPLOYEES LIVE

WESTERN SUBURBS 66%

NORTHERN SUBURBS 15%

COUNTRY VIC 12%

WESTERN REGION VIC

SOUTHERN SUBURBS

EASTERN SUBURBS

3%

SOUTH EASTERN SUBURBS

AUSTRALASIA 25%

SOUTH CENTRAL ASIA 18%

SOUTH EAST ASIA 16%

UNKNOWN

AFRICA

EAST ASIA

EUROPE

PACIFIC ISLAND

SOUTH AMERICA12%

11%

10%

4%

1%

2%

WEST ASIA 1%

1%

1%

2%



“We’re with you” is a saying we hold dear 
to our hearts. Behind the scenes, there 
are many people working together to allow 
us to fulfil that motto. There are the staff 
who run the show, and then there are the 
dozens of volunteers who support our 
staff. There are the students who back us 
up in so many different ways, the partners 
who assist as needed and the families who 
generously support our cause. When all of 
these parties work together, the result is 
powerful. It’s beautiful. It’s transformative.

An example of this kind of collaboration in 
action is with our Sensory Garden project at 
Grantham Green. Last year, the staff decided 
that a sensory garden would be beneficial to 
residents, particularly those with dementia. 
“I wanted to create an area where they 
could go outside, feel things, taste, hear 
and use all the five senses,” Grantham 
Green Leisure and Lifestyle Co-ordinator 
Gordanna Veljanovski said. 

Our friends at The Rotary Club and Keilor 
Downs College stood behind the concept, 
fundraising to help make our dream 
a reality. St Albans Meadows Primary 
School held a movie fundraiser for our 
sensory garden in August, and family 
members donated generously. Victoria 
College donated plants and sensory 
canvases, while students helped clean  
up the site. Victoria University also 
offered us compost.

Together, residents, staff, partners and 
families are helping to bring our Sensory 
Garden to life. 

“The fences will be covered with 
climbing plants, there will be a 
waterfall for noise, we’ll plant  
herbs they can taste, and have 
sensory canvases they can feel,”  
Ms Veljanovski said. “We are hoping  
to have it finished early next year.”

Planting seeds  
of innovation 
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There’s nothing quite like the buzz  
in our Queens Park facility on a 
Tuesday morning. It’s that special  
time of the week when a slice of  
Paris comes to Doutta Galla. Residents 
and volunteers gather at our pop-up 
French café to socialise, indulge in a 
latte and take in the café’s Parisian 
charms.  

It’s been five years since Café on 
Queens opened in September 2012. 
Prior to the café’s arrival, residents 
had a small table in the corridor on 
level two where they sold bric-a-brac. 
After some discussion, we decided to 
create a new meeting spot – a place 
to share stories over a delicious warm 
brew and a sweet. 

“We started with a small budget  
of about $500, and we bought 
coffee tables, chairs and 
cushions,” Queens Park lifestyle 
co-ordinator Suzette Fernando 
said. “We went with a lavender 

and white colour scheme, which 
matched the curtains, and tried  
to achieve that old-world coffee 
shop charm.”

To create the Parisian vibe, the walls 
were adorned with pictures of Paris 
and a French clock, creating a warm, 
inviting ambiance. Slowly but surely, 
Café on Queens came to life.

So, what’s on the menu? Luckily, we 
have an amazing volunteer who makes 
a mean coffee, as well as a range 
of hot beverages. If residents are 
feeling peckish, there are sweet treats 
available, such as scones with jam  
and cream, pancakes, or cakes.  
Bon appétit!

From November to March, our Parisian 
café transforms into a Corner Milk Bar 
with red and white décor. Over these 
warmer months it’s all about sundaes, 
spiders and iced coffees – anything to 
cool down while relaxing and enjoying 
the rock ‘n’ roll tunes from our very 
own jukebox!

Over the years, Café on Queens has 
developed quite a reputation for itself.  
Our humble pop-up has been featured  
in several publications, and even made  
it on to the television news! In fact, 
Café on Queens has been such a 
smash hit that some of our other 
facilities have copied the idea.

Ms Fernando said the wonderful thing  
about Café on Queens was that it gave 
residents the illusion of going out 
for a coffee, without even leaving the 
building. “The tables and chairs are 
outdoor furniture, so it’s like being 
outdoors, but inside,” she said. “We 
celebrate the opening every year, 
because it’s a big deal for us, and it’s 
recognised right through Doutta Galla. 
Our residents really like it.” As Henri 
Betti’s famous 1947 French song said, 
“c’est si bon”... it’s oh so good!

Parisian pop-up  
continues to pleaseD
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At Doutta Galla, we live by our motto: 
“We’re with you”. Most of the time, 
it’s obvious we’re right there by our 
residents’ side, but other times we  
go incognito! That was the case  
last October when a bunch of staff  
members from Queens Park dressed  
up as retro characters from the past,  
all for a good cause.

Our Rock ‘n’ Roll fundraiser was a  
huge success, and everybody had a 
fabulous time. Our finance guru, George 
Koulis, ditched his usual shirt and tie 
for an Elvis costume, and did a fine job 
impersonating The King throughout  
the night. 

Meanwhile, some of the female staff 
members dressed as up as singers from 
a fictional 1960s girl band called “Crystal 
Queens”. Clad in glittery dresses made 
by one of our very own volunteers, the 
women performed a couple of hit songs 
from yesteryear. They may or may not 
have been lip-syncing… we’ll never tell!

“It was a huge success,” Queens 
Park Lifestyle Co-ordinator 
Suzette Fernando said. “We got  
the residents up dancing and  
there were some rock ‘n’ roll 
dancers who were friends with  
a volunteer and came for free.  
We had everybody on the floor.  
It was really good.”

Ms Fernando thanked the staff 
members, community partners, 
volunteers and residents who ensured 
the night was a success. “The DJ gave 
up his night to come play for us and we 
held it at the local bowls club, whom  
we have a really good relationship with,” 
she said. “Our friends at Helping Hands 
Mission supplied the water, biscuits and 
tea and coffee, and the kitchen did the 
food. It was really successful.” 

Rock ‘n’ good fun-draising!
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SUPPORT US

Our Living Well Foundation
Doutta Galla is a not-for-profit; community-based, independent organisation that 
for the past 26 years has been providing residential aged care and independent living 
accommodation for older people, regardless of their personal or financial situation.

Through its Living Well Foundation, Doutta Galla raises money for essential equipment, 
facilities and programs. The Foundation is the organisation’s charity arm and assists  
to improve the health, care needs and quality of life for those we support.

The Foundation is vital to Doutta Galla, enabling us to support  
people who require assistance with:
• Purchasing specific equipment 

• Introducing new medical technologies

• Upgrading or building new facilities

• Providing unique and meaningful experiences for residents 

Doutta Galla has a bold vision for people living  
in residential aged care. We see a future of great  
options for older people, supported by deep  
community connections, advanced clinical care  
and a society where age and ability are no barriers  
to health and happiness.

TO MAKE A DONATION CONTACT US

Phone. 03 9680 3300  Email. info@dgas.org.au  Website. dgas.org.au/support-us



You’ve heard of Meals on Wheels, but  
have you heard of our fabulous new library 
on wheels? This year, Grantham Green 
introduced a mobile library. Once a week,  
a staff member goes from room to room  
with a cart offering crosswords, books, 
magazines and other fun reading materials. 
We’d like to thank the families and local 
libraries who have donated reading 
materials to the project. 

Mobile  
Library
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Finding the right fit  
to reduce falls
At Doutta Galla, we are always striving to 
find new ways to improve the lives of our 
residents. One area we’re exploring is how 
to reduce their risk of falling. For the past 
12 months, we have been working with a 
podiatrist from The Domain Health Group  
on a new program to reduce falls in the 
facility.

“There was some really great research  
that came out that found people’s footwear 
contributes heavily to falls,” The Domain 
Health Group spokesman Chris Jellis.  
“We know falls are a huge problem in  
aged care facilities, so we devised a 
program to try to deliver some better 
footwear.”

Initially, we trialed custom-made shoes  
for residents at Avondale Heights. However, 
residents weren’t overly receptive towards 
to the new shoes. Why? 

They just weren’t stylish enough. “They’re 
not the prettiest shoes in the world so 
we had a few barriers getting people to 
actually wear them,” Mr Jellis admitted, 
with a laugh. The solution was to offer 
residents insert orthotics that can be 
conveniently slipped into any footwear.

Mr Jellis said since introducing the 
orthotics, they had seen improvements  
in strength and mobility (walking distance 
and balance), but it was too early to 
measure the impact on the rate oef falls. 
“Falls are complicated, because they’re 
compounded by other issues,” he said.  
The trial is currently afoot at Avondale 
Heights, Footscray and Woornack. 
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HOW TO HELP

Help us  
continue  
our work

Make a  
Donation

Volunteer 
with us

Become 
a Regular 

Giver/Donor

Become a 
Fundraiser

Support  
our Appeals

Giving in 
Memory In 
Celebration

Become a  
Partner or a 
Corporate  
Sponsor

Leave a  
Gift in  

Your Will

Leave a  
Bequest

Donate a 
Gift-in-Kind

CONTACT US

Phone. 03 9680 3300  Email. info@dgas.org.au  Website. dgas.org.au/support-us



At Doutta Galla, we believe that 
fostering relationships between the 
elderly and the young is beneficial to 
both parties. We find that young people 
love hearing about our residents’ 
colourful lives and learning about  
the way the world has changed.  
The experience gives them a greater 
understanding of the ageing process 
and more respect for the older 
generation. In some cases, it may  
even inspire these young people to 
pursue a career in aged care and to 
become the next generation of carers! 

For residents, interacting with young 
people helps them to tackle loneliness 
and feelings of isolation. It allows them 
to engage with the community and 
learn about the outside world today. 

Here are some of this year’s highlights 
from our residents’ time socialising 
with the younger generation.

“Berry” Good Times at 
Harmony Village
Berry Street is an organisation that 
helps vulnerable children, young 
people and families who have been 
affected by violence, abuse and 
neglect. Every couple of months, 
teenagers from Berry Street visit  
our residents at Harmony Village.  
They play board games together,  
shoot pool, read books, and have  
fun just hanging out. 

 “The residents get a lot of joy out 
of it,” Harmony Village Leisure and 
Lifestyle Co-ordinator Joy Peters 
said. “I’ve had a couple of residents 
say it makes them feel young again, 
being around the young ones. We 
also have two lots of schools come 
in for Christmas and sing carols for 
the residents every year, which the 
residents love.”

Ms Peters said there were always a lot 
of smiles during the inter-generational 
catch-ups. “The look on the residents’ 
faces with children is amazing, it’s 
indescribable,” she said. “It can make 
the resident reminisce about their 
younger years as well. I think it’s 
beneficial to the kids too – it gives  
the children a bit more respect for  
the older generation and the 
difficulties ageing can bring.”

Tiny Talkers Entertain  
at Yarraville
At Yarraville, kids from the local 
daycare centre brighten up the lives 
of the elderly residents every Tuesday. 
There’s always great excitement and 
a whole lot of laughter when the two 
and three-year-olds from Village Kids 
Family Daycare arrive. Residents sing 
with them, play them music, chat 
away and have a merry old time.

“The residents love them, even men 
who don’t participate much in any 
other activities take part,” Yarraville 
Leisure and Lifestyle Co-ordinator 
Carina Hollenkamp said. “It’s so  
nice. The little kids are very 
interactive, they dance in front of 
them, do the Hokey Pokey and the 
Chicken Dance. It’s amazing!”

Thank you for the support
Each of our facilities has its own 
special relationships with local 
schools, daycare centres and 
educational institutions. We would  
like to take the opportunity to thank 
all of our partners for their ongoing 
support. The joy you bring to our 
residents is invaluable, and we can 
assure you, it makes a world of 
difference. Thank you, from the  
bottom of our hearts. 

Bringing  
Generations  
Together
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OUR BOARD  
OF DIRECTORS
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As a not-for-profit, community-based and independent organisation, 
Doutta Galla is governed by a Board of Directors who contribute 
a wealth of professional skills, knowledge and experience to the 
organisation.

DENIS HENRY  
Board member since 2013
A qualified engineer and certified 
practicing accountant with over 20 
years experience providing strategic 
advice to both private and public sector 
organisations, Denis’ extensive financial 
skills and expertise are critical in ensuring 
the financial viability of our organisation 
is an essential part of our governance 
processes and strategic plan.

TERRY LARKINS PSM, JP  
Board member since 2013
Having served on boards of both public 
and private not for profit organisations 
as well as an executive career in local 
and state government, Terry has 
extensive knowledge and understanding  
of the environment in which we  
operate and the challenges facing  
our organisation and the aged care 
industry more generally.

MARION LAU OAM, JP  
Board member since 2001 
(Including previous appointments 
- a total of 21 years)
Marion is currently the longest serving 
member of our Board. Marion is highly 
committed to supporting diversity within 
our communities and our organisation. 
Awarded the Centenary Medal in 2003 
for her services to Multiculturalism 
and the Order of Australia (OAM) in 
1996 for services to Older Australians 
and the Chinese Community, Marion’s 
distinguished career is testament to  
this commitment.

SCOTT CHAPMAN  
Chairman since Nov 2015,  
Board member since 2012
Scott brings a wealth of experience in 
governance, strategy, business growth, 
marketing and community building to 
our organisation. Appointed as Chair 
of the Board in November 2015 he is 
passionate in his active support of our 
organisation and the values and  
mission we aspire to.
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RENNIS WITHAM   
Board Member since 2007
A champion of the western region of 
Melbourne, Rennis has supported 
and served on many community 
based organisations in the west and 
has specialist skills and expertise in 
consultation and policy development for 
our communities. Rennis is passionate 
about the Doutta Galla story and the 
future success of the organisation.

MR PETER HERTAN 
Board Member since  
February 2017
Peter has extensive public sector and 
commercial experience successfully 
managing key government, commercial, 
marketing and construction initiatives, 
as a Board chairman and member, and 
as a CEO of statutory authorities. Most 
recently, Peter has been consulting 
across a range of areas including policy 
development, construction and project 
management and community initiatives.

JANE TRIBE   
Board member since  
October 2016
Jane has served as a Director on  
boards across a number of industries, 
including not for profit organisations.  
Jane also brings a wealth of experience  
as a qualified and practicing lawyer. 

OUR BOARD COMMITTEES
Risk Audit and Finance Committee
The Risk, Audit and Finance Committee oversees financial reporting practices, reporting 
requirements to the Department of Human Services, Accounting Policies, compliance with 
regulations, operating and capital budgets, investment of funds and risk management. It provides 
a forum for communication between the Board and the external Auditor, strategic financial 
planning and advice and such other matters as are referred to the Committee by the Board.

The Quality & Service Development 
Committee
The Quality & Service Development Commit-
tee assists the Board in setting expectations 
for overall quality, service management and 
performance by ensuring sound systems of 
clinical risk management and control are 
established, in monitoring and assuring  
quality, service management and perfor-
mance, in fulfilling its accountability for the 
quality of the care experience, staff culture, 
training and performance and encourage  
new service initiatives which will advance  
the organisation.

Governance Committee
The Governance Committee ensures that  
the Board’s governance practice is ethical  
and reflects best practice. It provides advice  
to the Board on nominations for appointments 
to the Board, reviews that the size, composition 
and skills of the Board are appropriate to 
meet the organisation’s needs and ensures 
an appropriate Director’s induction and 
education program is developed. It monitors 
and ensures appropriate procedures exist 
to assess the performance and levels of the 
Chair, Directors and the Chief Executive Officer.
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OUR GROUP  
EXECUTIVE

MS ROBYN SIMPSON  
General Manager, Operations  
& Service Development
Robyn has experience in the government 
and not-for profit aged care industry 
spanning 30 years. She has worked in 
regional, rural and remote locations 
across Queensland and the Northern 
Territory. Robyn relocated to Melbourne 
from Darwin in November 2015 to join 
the executive team. She is committed 
to ensuring the organisation delivers 
an inspiring service within its diverse 
communities.

MS SHARON ROBINSON 
General Manager, 
Organisational Capability
With extensive experience in all areas  
of Human Resources management, 
Sharon has high hopes for the aged  
care workforce of today and in the 
future.

Sharon firmly believes that providing 
excellence in aged care is not solely 
about the delivery of good quality  
clinical care but requires commitment  
to customer service and each individual.

MR GEORGE KOULIS   
General Manager, Commercial 
& Corporate Services
A qualified CPA and the Company 
Secretary George is the longest serving 
member of the executive team.  He 
oversees the organisation’s financial 
operations,  information  technology and 
asset development areas. With extensive 
experience and knowledge of the aged 
care industry, George ensures a personal 
sensitivity to the needs of our residents 
underpins all financial decisions.

MS VANDA IACONESE  
CEO 
Appointed as the Chief Executive Officer 
of Doutta Galla in November 2013.

Vanda has extensive experience working 
in executive roles in aged care, disability, 
local government and housing. 

Her aspiration for the organisation is  
that we will be the ‘go to’ place for 
individuals and their families seeking 
to access the best possible care and 
support as they age. Vanda believes that 
innovation, research and the promotion 
of the positive aspects of being older  
are key to the organisation achieving  
this aspiration.



When it comes to AFL supporters, they 
don’t get much more dedicated than Jean 
Mary Curry. The 91-year-old has been a 
member of the Western Bulldogs for 79 
years – in fact, she is one of the oldest 
living members of the club. 
When you enter Mary’s room at Yarraville, 
there’s no doubt as to where her allegiance 
lies. A poster with the words, “woof, woof” 
greets visitors at the door. Adorning her 
wall is her most prized possession –  
a beloved jumper signed by the Bulldogs 
players, many of whom have visited Mary  
in the four years she has lived at Doutta 
Galla. 
Mary grew up in a family of Bulldogs 
supporters, so it was a natural progression  
for her to join the club. 

“I lived in Yarraville all my life  
and my family barracked for  
the Bulldogs,” Mary said. “I love 
everything about them. I was there 
for the first Premiership (in 1954). 
There were no booked seats and 
when they opened the gates, you 
ran to a seat.”

Naturally, last year was a very special year 
for Mary. As she watched her beloved team 
make their historic win in the 2016 AFL 
Grand Final, she cried tears of joy. It had 
been 62 long years since the Bulldogs had 
won an AFL Premiership. “I watched it over 
and over,” she said. “I cry for the Bulldogs,  
I bleed for the Bulldogs.”
Following the win, Liam Picken visited Mary 
and put his Premiership medal around her 
neck, much to her delight. She was also 
lucky enough to hold the Premiership Cup 
during a visit to St Augustine’s School.  
“It was so heavy I thought I was going to 
drop it,” Mary said, with a laugh.
Mary is optimistic her team will continue 
its run of success. And when they do, Mary 
will be cheering from the other side of the 
television. “Next year, we’ll have a good 
year,” she said. “Footballers come and  
go, but supporters are always here!” 

Barking for  
the Bulldogs
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WHERE WE ARE

48 Geelong Road, 
Footscray
p. 9687 6744 

44 Market Street,
Kensington 
p. 9376 2111

20 Zurcas Lane,  
Shepparton 
p. 5831 7921 

Corner Somerville 
Road & Fairlie 
Street, Yarraville
p. 9687 8233

6-8 Killawa  
Street, Sunshine 
p. 9312 0111 

120 North Road, 
Avondale Heights 
p. 9325 0000 

28-32 Magnolia 
Street, St Albans 
p. 9364 5235 

13 The Strand,
Moonee Ponds 
p. 9372 8888

OUR LOCATIONS

MELBOURNE 
METRO AREA

Lynch’s Bridge

Woornak

Yarraville Village

Grantham Green

Avondale Heights

Footscray

Queens Park

Harmony Village
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The Purr-fect way  
to spend Sunday 

EVERY Sunday, a visitor does the rounds  
at Lynch’s Bridge with a grrrin from ear  
to ear. She’s charismatic, affectionate, and 
easy to fall in love with. Her name is Boo, 
and she’s a six-year-old border collie. 

Boo and her owner Nicole Body are  
part of Delta Society Melbourne, an 
organisation of volunteers and therapy 
dogs who visit aged care facilities, 
workplaces, universities, disability 
services, prisons and schools. Nicole 
started volunteering with the organisation 
last October.

“I love it,” Nicole said. “Boo loves it  
too, she’s always keen to get a pat  
off everybody and they’ll save her  
their toast from breakfast and feed  
her their morning tea biscuits. I think 
she’s a pretty special dog and I get  
to hang out with her all the time,  
so I just thought perhaps somebody 
else might like to have the enjoyment 
of her as well. She’s completely loving, 
she doesn’t bark at all, and she’s very 
placid, so that’s why I thought she’d  
be good at this sort of thing.”

Each week, Nicole and Boo knock on 
residents’ doors to see if they’d like to  
spend some time with Boo. More often  
than not, the answer is ‘yes’, making Boo 
a very popular pooch indeed! “I do have 
regulars who I make sure I see every week, 
and if we don’t see them they’ll chase me  
to make sure they get a visit,” Nicole said, 
with a giggle. “It’s pretty cool.” 

Lynch’s Bridge Leisure and Lifestyle  
Co-ordinator Jayne Salathiel said the 
residents adored the pet therapy sessions. 
“They look forward to Nicole coming with 
Boo,” she said. “It gives them a lot of joy to 
see the animals, because many of them had 
animals in their past life at home and they 
miss that.”
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