
Royal Freemasons’ Homes of Victoria has a reputation for 
blending the skills of its people and the traditions of the past 
with modern innovations to deliver excellence in care and 
accommodation for older persons. 

Together with the generosity, discipline, imagination and warmth 
of Victorian Freemasons and those committed to the principles of 
Freemasonry over many years, the organisation has achieved a  
higher level of excellence at every stage of its 147 year history.
Similarly, the morale of the Company, Royal Freemasons Limited, 
is encapsulated in a Shared Vision of success and sustainability, an 
exceptional customer experience, building our people and culture, 
enhancing our brand value and best practice governance.
The culture of Royal Freemasons is steeped in a sense of caring,  
hospitality, and the unfailing ability to anticipate the needs of our 
customers and exceeding their expectations so that they can enjoy  
secure, dignified and rewarding lives.
The Strategic Growth Plan for 2013 to 2018 marks another stage in the 
developing history of Royal Freemasons as we continually seek to be the 
best at what we do. The Plan was formulated to assist the organisation  
to better meet the needs of an increasingly ageing population.
Our Guiding Principles provide the foundations for our Strategic Goals  
for 2013-2018, which in turn are refined into key result areas against  
which the organisation will measure its progress towards achievement.
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Our Shared 
Vision

Our One 
Mission

Our Core
Values

To be regarded 
as a provider of 
innovative and 
excellent care  

to older persons  
in Victoria. 

To assist our 
customers to  
live a secure,  
dignified and 

rewarding life by 
providing a range  

of quality care 
services and 

accommodation 
options.

Commitment  
to our customers 
Innovation and 

Learning 
Standards and 

Viability 
Team Spirit.



1. Enhance our viability and sustainability, 
adopting a long term view to our business,  
to better respond to market forces.

2. Pursue opportunities for sustained growth 
and service development based on sound 
commercial evidence and defendable  
analysis of objective information.

3. Undertake building developments only on  
land owned by the Trustees while recognising 
the Crown Grant that is the Moubray Street  
site as an exception.

4.  Pursue innovation and excellence  
in each service or venture. 

5. Acknowledge that our principal activity is 
the provision of high quality aged care and 
accommodation, at the appropriate level,  
to each and every one of our customers.

6. Achieve a ‘Continuum of Care’, ensuring  
that we can provide a range of services that 
addresses the evolving care needs of as  
many older persons as is appropriate.

7. Operate in a charitable manner for the benefit 
of others and seek to express our One Mission 
through what we contribute to, rather than  
what we receive from, the community.

8. Optimise resources, existing and future, to 
maximise the capacity of the organisation.

9. Attract, develop and retain a quality workforce.
10. Encourage and enhance the volunteer 

experience.
11. Engage in teaching, research and learning 

activities that improve the delivery of quality 
care services and accommodation options.

12. Actively pursue quality outcomes to enhance 
community perception and understanding of  
the work of Royal Freemasons.

13. Safeguard the assets of the organisation.
14. Collaborate in business provided that:

• Arrangements do not expose our assets or 
reputation to unreasonable risk

• The mission and ethos of our collaborating 
partners are compatible with our own. 

15. Be self-sufficient and only assume debt  
where it is:
• Demonstrably able to be serviced and 

repaid from operational surpluses without 
negatively impacting on existing operations; 
or

• Necessary to ensure the achievement of  
the organisation’s strategic goals; or

•  There are no other viable funding  
options available.

16. Regularly review the Strategic Growth Plan.

Our Guiding Principles

• Increases transparency and accountability 
of business services, for operational success, 
internal capability and market readiness.

• Delivers an extraordinary end to end customer 
experience across all arms of the business  
that pleasantly surprises and delights.

• Develops a ‘strategic relationships’ approach  
to business development.

• Engages with the community to improve 
customer outcomes.

• Engages with informal care givers to improve 
their and customer outcomes.

 

• Inspires the Shared Vision and imbues  
the Core Values to teams through its  
staff engagement program.

• Provides learning and development 
opportunities to enable a high performing 
workforce.

• Develops workforce management tools  
to appropriately resource the business.

• Offers flexible employment conditions and 
develops opportunities that attract high  
quality candidates.

• Permits and values staff input and initiatives.
• Embraces an internal customer philosophy.
• Actively explores and shares innovative case 

studies.
• Aspires to be recognised as a Centre of 

Excellence in Aged Care. 

• Engages with Freemasons Victoria and the 
Masonic Lodges in promoting its work.

• Provides for the specific needs of Freemasons  
in its care and accommodation.

• Is positively acknowledged in the media.
• Participates in events related to Aged Care  

and Independent and Retirement Living. 
• Actively influences thinking and  

development in the sector.

• Updates and manages its foundational  
and operational documents.

• Develops robust management and  
decision making frameworks.

• Manages its relationship with the Trustees  
for the benefit of the whole organisation.

• Adopts best practice in sustaining the  
Board’s capability to lead and govern  
the organisation.

• Values and develops its executive and senior 
management.

• Adopts best practice in communicating the 
strategic performance of the Company to  
the Board.

Success and  
Sustainability

Customer  
Experience

People  
and Culture Brand Value Governance

• Develops and implements new best value  
service models for care and accommodation.

• Develops and implements an individual 
customer record for the “whole-of-life journey”.

• Develops a best value products and  
services menu.

• Increases accommodation places in existing 
residential aged care facilities.

• Responds to market needs by accommodating 
additional places in new residential aged  
care facilities

• Delivers Home Care (Aged and Health services) 
to at least 1,000 customers.

• Develops customised Independent Living  
and Retirement Living models driven by market 
demand.

• Conducts a thorough review of assets to ensure 
optimal use.

• Develops strategic relationships to fund and 
manage growth.

• Ranks at the top 25 quartile of the Aged Care 
industry.

• Applies contemporary best practice to new and 
brownfield developments.

• Applies contemporary best practice to minimise 
environmental impact in general operations.

• Provides equity of access in each service stream. 
 

Our Key Result Areas for 2013-2018 will ensure that Royal Freemasons ....

Our Strategic Goals will ensure that Royal Freemasons ....
1. Delivers best value to its customers  

through its people and assets.
2. Provides care and accommodation  

to at least 3,000 customers.
3. Delivers appropriate social and financial return 

on investment for the Trustees’ assets.
4. Exceeds industry benchmarks  

for financial performance.
5. Is an environmentally responsible  

corporate citizen.
6. Recognises its charitable responsibility  

for marginalised people.

7. Offers an extraordinary customer experience.
8. Collaborates with informal care givers and  

the community as part of its care model.

9. Staff are fully engaged in the delivery of  
an extraordinary customer experience.

10. Is a leading employer of choice in the sector.
11. Nurtures and embraces innovation and 

organisational learning from internal and 
external sources.

12. Builds on its rich heritage in Freemasonry.
13. Is a provider of choice and leading innovator.

14. Governance and stewardship is best practice in 
fulfilling its Shared Vision and One Mission.

15. Attracts, develops and retains  
exemplary leaders. 


