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Bankstown City Aged Care was built by the community,  
for the community.

Advisory Service

Residential Care

In-Home Support

Wellness Centre

Independent Living

Respite Care

bcac.com.au
enquiries@bcac.com.au

Bankstown City  
Aged Care Limited

ACN 002 581 544 
ABN 88 373 466 774

Trustee for Bankstown City Frail 
Aged Persons’ Homes Trust

Registered 
Office

145 Rex Rd, Georges Hall NSW 2198 
PO Box 82, Georges Hall NSW 2198

Ph:  02 8717 0180 
Fax:  02 8717 0155

Our wide range of services enables you to settle in and stay settled in, even if your 
needs change over time.
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More than shared facilities.
More than a team to cheer for.

We believe community is what makes and shapes us all.
That it’s our extended family.

And that everyone in it contributes to it.

At Bankstown City Aged Care,
we were started by our community.

To care for our community.
And that’s what we’ve being doing since 1973.

Bankstown City Aged Care,
Because a community looks after its own.

ABOUT

Bankstown 
City Aged Care
We believe a community 
is more than a postcode.

For the community, 
by the community
Like you, we enjoy staying local.  
That’s why we’ve called Bankstown 
our home for over four decades.

For best practice care 
and services
You deserve the best care. That’s  
why ours is based on best practice, 
world researched methods.

For the love of care
We don’t just provide care for the  
sake of it. We’re passionate about 
what we do, every single day.

For the value of continuity

Our wide range of services enable you 
to settle in and stay settled in, even if 
your needs change over time.
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Kevin Hill
Chair

John Mackay OAM
Retired Secretary Manager
Bankstown Sports Club

Loula Koutrodimos
Qualified Accountant
Registered Nurse with Masters
in Dementia Care

Christopher Passanah
Retired Marketing Manager
Bankstown Sports Club

Jim Hanna
Kane Developments 
JSN Hanna

Jennifer Assaf
Director, Allied Health
Bankstown Lidcombe Hospital

Scott Dickson
CEO, Bankstown RSL

Christine Butters
Registered Nurse and Midwife
St George Public Hospital
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Built by the community, for the community.
Proudly supported by:

Bankstown RSL

Bankstown Lions

Canterbury-Bankstown Council

Revesby Workers’ Club

Panania Diggers

Bankstown Health Service

Club Condell Park

Chester Hill RSL and Bowling Club

Greenacre Lions

Bankstown Sports

Bass Hill RSL Sub-Branch
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Whilst 2019-2020 has been a very challenging 
year for Bankstown City Aged Care, we believe 
we have been extremely successful given the 
highly unusual and challenging circumstances 
we have faced.

At the start of the year it was business as usual for 
our company. We were approaching the completion 
of the 25 new apartments at Donington Gardens, 
new WIFI infrastructure was being installed at all 
sites to future proof our operations, and we were 
further developing our strategic and business plans 
for the company and villages. As 2019 drew to a 
close we opened the new section of Donington 
Gardens at a cost just over $15M.

Business as usual changed in 2020 as COVID-19 
cases started to be seen in Australia. This virus 
posed a critical threat to all aged care residents 
in Australia and our Board and Management have 
worked diligently to provide our people with the 
best possible balance of care and protection. This 
balance was not always easy to achieve and has 
included some regrettable measures of restricting 
visitors from coming in to see their family members 
in periods of high risk or on Public Health Orders. 
Unfortunately we also had to suspend the 
operations of the Betty Sussman Centre and our 
Wellness Centre as it would have been impossible 
to run these services in an acceptably safe manner.

Our residents and their families have been well 
informed through the changes caused by COVID-19 
with regular updates being emailed out and 
uploaded to our website. We acknowledge that 
some of these changes were difficult for people, 
but we have been very happy and thankful for the 
high levels of understanding and support shown by 
families for measures to keep our residents safe.

Our Board has also been kept well informed 
throughout the COVID-19 crisis, with daily updates 
from our CEO, Deborah Key, and special virtual 
meetings with the Company’s Executive Team. 
At these meetings Directors were able to get 
insights and have input into the measures being 
implemented, the impact on residents and staff, and 
what we were doing to make life under COVID-19 
optimal. Deborah and her management team have 
worked tirelessly through many hours every day 
and the board and I are extremely grateful for their 
diligence and constant effort to maintain a COVID-
free environment whilst still managing the every-day 
running of the organisation.

The work and planning associated with COVID-19 
has been enormous and I would like to thank all the 
staff, the entire management team and our CEO for 
their supreme efforts and leadership during this very 
difficult time, and for looking after our residents so 
effectively. Thank you also to my fellow Directors for 
your dedication, time and efforts over the past 12 
months, which is greatly appreciated. 

Early in 2020 we were all saddened by the passing of 
one of our Life Members, Doug Shedden. Doug was 
a great personal friend and a dedicated supporter of 
our company. He served 25 years as a Director over 
two terms separated only by his election as the local 
State Member of Parliament. As a Director, Doug was 
Chairman of our Fundraising Committee and during 
his time in this role, he secured over $4M in donations.

At the 2009 AGM after his retirement from the Board, 
Doug was made a Life Member of our organisation in 
recognition of all that he did for the aged residents of 
Bankstown and our Company. 

For the past few years Doug was a much-loved 
resident at Gillawarna Village in the Cottages named 
after his friend, and our founder, Ron Lockwood. 
Sadly on January 13, 2020 Doug passed away. He will 
be greatly missed by all who knew him and we will 
be forever grateful for the contributions he has made 
to Bankstown City Aged Care.

KEVIN HILL

Chair’s 
Report
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DEBORAH KEY

CEO 
Report
This past 12 months has been a challenging time 
for everyone in our community. The COVID-19 
pandemic has significantly impacted the way we 
all live our lives and we are all still adjusting to 
what has been described as a ‘new normal.   

For most of 2020 Bankstown City Aged Care has 
spent its time ensuring we had the right systems, 
equipment and people in place to protect 
our vulnerable residents and clients from the 
devastating impact of the virus.  

Being located in the south west area of Sydney has 
meant at times the virus has been in our ‘backyard’ 
and during these times we have had to restrict 
visitors, which has unintended consequences 
for our residents. Connection to our families and 
friends is vital to our wellbeing and this is more 
evident in our older, more vulnerable group of 
residents. To minimise this impact, we used 
technology to connect our residents with their 
loved ones and you will read more about the 
benefits it has had later in this annual report.    

In addition to our focus on COVID-related issues, we 
have rolled out initiatives this year that have had 
positive impacts. Early in 2019/2020 we reviewed 
our information technology needs and commenced 
increasing our use of technology. These upgrades 
included the installation of extensive Wi-Fi 
networks at all of our residential sites to allow 
people to be connected wherever they are. These 
Wi-Fi platforms allowed us to roll out a new clinical 
care system, LeeCare at the end of 2019.

LeeCare has changed the way in which our staff 
record resident care and has proven an invaluable 
tool during the pandemic. Our staff now carry 
small tablets when providing care and they can 
access important clinical information wherever 
they are. Staff now record information as care 
is delivered and this saves time and improves 
accuracy of information. Staff can spend more time 
with residents as they do not have to return to the 
office to enter care information at a fixed computer. 

These systems typically take 12 to 18 months 
to see the full benefits, but we are very pleased 
with the results so far. We also introduced an 
intranet to increase our means of communicating 
with our staff.  Byala is an aboriginal word that 
means ‘Let’s Talk’ and it is the name chosen for 
our intranet.  Byala is a place that staff can access 
updates, policies and procedures, and allows them 
to stay connected. Byala is still evolving and it is 
increasingly becoming part of our everyday life.

Although we had not planned for COVID-19, both 
the Wi-Fi upgrades and Byala have been great 
assets in dealing with some of the pandemic 
challenges. The Wi-Fi has been widely used to keep 
residents connected with their families and even 
music therapy has been delivered in a virtual way.  
Byala has helped us to cope with the constantly 
changing advice and restrictions being rolled out 
by Governments.  As new advice came through, we 
were able to post updates to Byala to keep staff 
informed so that new requirements could be met.  

On a personal note, I have learnt a lot from our 
residents and clients about the value of resilience 
during unprecedented times. One of our residents 
has lived through the Spanish Flu pandemic, two 
world wars and the Great Depression and her family 
have shared some lovely comments about her 
optimism that ‘this too shall pass’. 

We are proud of the staff who have embraced a new 
way of working during the pandemic and who have 
risen to the challenges when needed. Our residents, 
clients and families are also to be congratulated 
for the way they have adapted to the significant 
changes that this year has brought. 

headshot tbs
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HIGHLIGHTS

New Normal 
Makes Residents 
Digitally Savvy

You could say that iPads, FaceTime, Skype and 
Zoom haven’t really been considered topics for 
discussion around the loungeroom of residential 
aged care facilities before, but that was all 
before 2020.

COVID-19 has not only become the headline of 2020, 
but it has challenged residential aged-care facilities 
across Australia and the world, as the sector has 
had to grapple to balance the risks associated with 
the virus and maintaining high levels of resident 
care. However, one positive aspect of this has been 
how technology has transformed the industry and 
empowered residents to learn new skills pointing 
the way forward post-pandemic.

Yallambee resident, Win Rigden is like most 
other locals in their eighties. She enjoys sewing, 
spending time with her family and shopping, 
not to mention her weekly visit to Auguste the 
hairdresser. However, in March this year, Win 
found a new normal when she was faced with 

the challenge of how to use an iPad to remain 
connected with her loved ones.

“I have lived at Yallambee for seven years and 
before this year was just your average older person 
with an emergency mobile phone,” explains Win.

“The virus has forced me to get an iPad and now I 
am delighted to be learning new skills becoming a 
FaceTime user several times a week,” she laughs.

Interviewing Win via Zoom you can tell she is no 
longer a novice to technology. In fact, she takes 
video calls in her stride laughing about how she 
enjoys seeing her family on the iPad with her ten  
great grandchildren flying in and out of the screen 
to say, “Hello Great Grandma”.

Working with BCAC staff member Nicole Scott at 
Yallambee, Win has been building her skills on the 
iPad over the last few months.

“Well the first time I used FaceTime with my family 
on my iPad I got a real shock. To see them and talk 
to them just made me so happy. Nothing like what 
we were using with computers in the past – totally 
amazing! I had my oldest daughter, youngest 
daughter, son and their families all on one call,” 
explains Win enthusiastically.

“My 32-year-old grandson persisted that I get an 
iPad earlier in the year and gave me screen grabs 
on how to use it much like a bible. I read it over and 
over till it all sunk in and Nicole has been so helpful 
in supporting me.

“A few months down the track and I do it all myself - 
sometimes I hit the wrong button but then I find the 
right one,” she laughs.
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Bankstown City Aged Care has been at the forefront 
of ensuring its residential aged care residents are 
able to access, learn and adapt to technology, and 
with COVID-19 it has really seen the team take on 
this role more widely, ensuring those willing to get 
connected in this way have the support to do so.

Doug Clews, who resides in Gillawarna, is no 
stranger to technology. Working in computers 
since the 70s, Doug remembers the days of when 
a computer was the size of a current domestic 
two-door fridge and data was stored on a reel and 
lodged in a night-safe at the bank each night.

“I have had a personal desktop since 2000 but gave 
in to the world of Skype in about 2010 to remain 
connected with relations in England. While I tried to 
avoid mobile phones, as I saw them as an invasion 
of privacy, I was forced to have one in my days of 
working,” says Doug.

“Since the Coronavirus I use a landline and 
Facebook Messenger to talk to my daughter Jude 
and otherwise stick with Skype for connecting 
with those abroad. I do not buy online but do 
communicate more with email to friends and family 
to remain in touch,” he adds.

Despite the shifting restrictions, Chester Hill 
residents Uriel Williams and Thea Perish have both 
found their own way of riding the change to life at 
the facility.

“I do a lot of art and enjoy my life here and couldn’t 
ask for anything better. This year has meant that 
I stay in touch with my family via phone but that 
hasn’t bothered me as I feel safe and keep busy,” 
says Uriel.

“We are very well occupied and the staff here keep 
us out of mischief!” laughs Thea.

“The team has been going around with an iPad and 
showing us how to talk to family and they send in 
photos. People with a modern phone have also 
been taught to use FaceTime by Rita and Candice.

“We have had to rely on technology a lot more since 
the pandemic and many of us like the new modern 
ways of connecting with loved ones with the help of 
being shown how to use it - it has been incredible,” 
continues Thea.

At the core of the changes this year, Bankstown 
City Aged Care has been pleased that residents and 
their families have remained understanding of the 
changing landscape, particularly as guidelines and 
visitation restrictions have changed regularly.

“We feel very safe living here, we have accepted 
the visitation restrictions as this Village is very 
productive and we know that one day it will pass 
and we will beat it,” adds Thea.

“Every residential aged care facility is as good 
as how it is operated and that makes the 
difference. The staff are marvellous and should be 
congratulated on their ability to manage daily what 
has to be done and can still smile and still have a 
kind word for us. We are fortunate to be in a secure 
place during COVID,” says Win.

Doug agrees, “residential community living here 
gives me a feeling of security, togetherness and 
‘normality’ as far as is possible. I feel I have the 
knowledge that everyone is working hard to 
ensure our safety to see us through to the other 
end smiling”.
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HIGHLIGHTS

First Residents 
Don Smiles at New 
Donington Gardens

“It’s spacious, it’s airy, it’s safe” and it’s a 
cherished new home for Paola and Ben Peresan, 
one of the first households to move in to the 
newly opened section of Donington Gardens. 

The couple are among 16 residents who now call 
the village their community. Originally from Italy, 
the couple have been together 58 years, and after 
long, happy careers and a life spent raising their 
children, decided to take the next step and move 
into Donington Gardens in December 2019, after 
maintenance became too much on their family 
home. They couldn’t be happier they did. 

Their low-maintenance, brand-new apartment 
needs so little upkeep that they now have more 
time for the things they enjoy. For Ben and Paola 
who like to be out and about, this is ideal. The 
couple are very social, and love that they know 
their neighbours and that the community is full of 
likeminded people. 

Heather and Reg Willmott agree. “It takes me 
fifteen minutes to get anywhere in the village!”, 
Reg chuckles. “Everyone just stops and talks to 
you!”  Like Paola and Ben, Heather and Reg love 
that the newly forming community is such a friendly 
one. A retired dental nurse and accountant, the 
couple had been regular attendees at the gym 
at the Wellness Centre and had watched with 
eager anticipation the construction of the new 
apartments. “We knew we wanted to live here. We 
had friends already in Donington Gardens and knew 
we’d enjoy living here”.

While the COVID-19 Pandemic has meant that the 
Wellness Centre and organised activities are closed 
for the time being, Heather and Reg find plenty 
to do to fill their days and enjoy the freedom that 
living in Donington Gardens affords them. Avid 
travellers who before now would go to Europe, the 
couple have taken to adventuring a little closer to 
home. “We just pack a bag, leave it in the car and 
head out for the day,” Reg says, “and if we feel like 
it, we’ll stay somewhere overnight.”

Although COVID-19 has resulted in many temporary 
changes, Heather and Reg feel much safer within 
the village than they would have in their old home. 

The feelings of safety, security and certainty are a 
common thread felt by many residents and both 
Beryl McKeown and Margaret Carney also feel much 
safer in these turbulent times within the sanctuary 
of their homes in Donington Gardens. Moving to 
the village “has been wonderful”, says Margaret. 
“The staff are great and there’s a real sense of 
community”. Margaret is a local and her husband 
was a resident at Gillawarna Village so she knows 
the village well. “I wanted to be somewhere near 
Gillawarna so it’s easier for the next step”. While 
forward planning was a factor in her decision to 
move, Margaret is also enjoying the here and now. 

Heather and Reg Willmott
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She plays bowls regularly at her old bowls club and 
feels that her decision to move here gives her the 
best of both worlds.

Maintaining connection with her community was 
also important for Beryl, who, like Margaret, is 
also a local. She made the decision to move to her 
apartment in Donington Gardens after tending 
her beloved garden became too much for her. A 
regular church-goer, Beryl loves that her church 
is nearby and she can still attend services and be 
connected to her community. Beryl has a busy 
and active life and spends her days working within 
schools teaching scripture to children. Donington is 
“Fabulous, fantastic, safe and friendly”, she beams, 
but downsizing was tricky for Beryl. “I missed my 
garden”, she says, but her large and supportive 
family came to the rescue. “My son made me a little 
garden for my balcony”, she says, “so I can continue 
to garden”, just on a more manageable scale. Both 
Beryl and Margaret are settled in, already making 
memories and feeling very much at home in their 
new community.

Marilyn Dean’s also a local and raised her family 
with her ultra-marathon-running husband in a large 
house adjacent to bushland in the area. When he 
became unwell, Bankstown City Aged Care became 
involved in his in-home care, and when he passed 
away and she herself became unwell, Marilyn 
took the steps to pack up her family home (single 
handed) and downsize to Donington Gardens, with 
the peace of mind that nursing care at Gillawarna 
Village is nearby should her care needs change.

Downsizing her family home hasn’t meant 
downgrading, and Marilyn loves her ground floor 
apartment with its small garden, soundproof walls 
and high quality fixtures; She loves that she can 

put her own stamp on the place; but most of all she 
loves that she could bring her 9-year-old Schnauzer 
dog with her.

In these times, she has been isolating within 
Donington, and doesn’t leave the safety of the 
community, but her beloved dog has got her out 
and about every day, walking between Donington 
1 and 2. “I haven’t met anyone yet who hasn’t been 
friendly,” she says. “You feel very protected, very 
safe here. Everyone is aware of the consequences 
and everyone is social distancing.”

Social distancing for Marilyn hasn’t meant the 
absence of social life, and every afternoon when 
the sun’s shining, she and her new community get 
together under the pergola and enjoy a chat as 
the afternoon sun drops below the tree line. When 
asked to describe Donington Gardens in five words, 
Marilyn simply smiles and says, “Best decision I 
ever made”.

Ben and Paola Peresan
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The 2019/2020 financial year has been a time 
of great challenges for all of us, but arguably 
no more than for those that work in aged care.  
Even before the trauma and significant workplace 
changes from the COVID-19 pandemic, our staff 
were navigating the Royal Commission into Aged 
Care Quality and Safety, the introduction of the new 
Quality Standards and a devastating fire season.

The physical, emotional and psychological 
resilience required to be a worker in the aged care 
industry is not for the faint hearted. Aged care 
is more like a shared community than a place of 
business and this sentiment is embraced by our 
staff. One look at our compliment register and you 
will be flooded with the stories of how our staff 
exceed their role requirements to create moments 
of connection and joy, through acts of kindness 
for our clients and residents alike, even in times of 
great uncertainty.

As we reflect on the year that was, we are filled with 
gratitude for the countless displays of courage and 

dedication from our team members and the way 
in which they lived our values of Diversity, Caring, 
Innovation, Community and Integrity. In the midst 
of the COVID-19 pandemic, employees displayed 
incredible flexibility. Some staff have moved to 
different roles which they have fully embraced. 
This adaptability has proved invaluable for the 
organisation and has provided additional hands-on 
support for our residents, with increased activities, 
new advocacy support and service offerings.

This year, there have been many examples of the 
resilience and caring attitude of our staff, even 
down to the ‘little things’ that make our residents 
feel whole.  Across the community and our facilities, 
each team member may only have a small role to 
fulfil. However, their collective efforts is what keeps 
our residents happy and safe, and all efforts are 
appreciated by clients, residents and their families.

We have received compliments for staff about the 
extra activities being put on, the video call that 
allows a grand-daughter to show off her veggie 
garden to Grandma, the ‘shopping trolley’ treats, 
birthday gatherings, or the support and listening of 
our advocates. All of these have helped to keep our 
residents connected in a restricted world.

The majority of compliments are received for 
our care workers that are at the front-line of 
our care delivery. Clients, residents and their 
families appreciate our carers’ hard work, their 
professionalism, dedication and overwhelming 
kindness they show day after day.  Our residents 
notice and have said that ‘it is the small acts 
of kindness that means the world’.  These are 
testaments to the quality of our staff, and come 
despite the undeniable anxiety that this pandemic 
has placed on all, either at work or at home. 

Thank you to all of the staff of BCAC. For all you 
have done, all you are doing and for what we 
know you will do in the days, weeks and months 
ahead.  What you do every day is greatly valued and 
appreciated by all.

HIGHLIGHTS

Staff Shine in 
Tough Year
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Pangna Song

Dianne Simpson

Maninder Kaur

Amanda Sweeney

Nigiste Tegbare

Tigist Demissie

Thokozile Musi

Mallika Kopco

Celia Zapatel De Vasquez

Samantha Hubner

Patricia King

Tupou Mafoa

<25 yrs - 34 yrs 117 25.9%

<35 yrs - 44 yrs 106 23.5%

<45 yrs - 54 yrs 85 18.8%

<55 yrs - 64 yrs 76 16.9%

Up to 24 yrs 48 10.6%

>65 yrs 19 4.2%

Women 369 81.8%

Men 82 18.2%

Women 9 81.8%

Men 2 18.2%

YEARS 
SERVICE

YEARS 
SERVICE

20

10

Paul Galea

Tracey Andrews

Milagros Palparan

Employee Ages

Gender Diversity

Executive Gender Diversity



14

Ba
nk

st
ow

n 
Ci

ty
 A

ge
d 

Ca
re

FINANCIALS

2019/2020

Government Subsidies and recurrent grants $28,263,917

Resident / Client Fees & charges $7,208,225

Daily Accommodation payments $1,465,266

Accommodation Charges $73,170

Retentions from entry contributions $901,526

Donations $195,182

Investment, rental & other Income $909,871

Salaries and employee benefits $26,652,415

Depreciation and amortisation $3,052,073

Food supplies $1,607,789

Utilities $1,043,916

Administration & other expenses $1,609,669

Capital gain expense $1,424,604

Maintenance/cleaning/laundry $2,274,057

Other $2,230,932

What We Earnt

What We Spent
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FINANCIALS

2019/2020

Property & Plant (including Intangibles & WIP) $114,344,244 

Cash & cash equivalents $53,177,233 

Debtors & prepayments $1,525,753 

Refundable loans 
expected to be paid within 12 months  $14,426,934 

Trade & other payables  $4,031,657 

Provisions 
expected to be paid within 12 months  $6,538,138 

Provisions 
expected to be paid after 12 months  $417,301 

Refundable loans 
expected to be paid after 12 months  $67,429,066 

What We Own

What We Owe
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bcac.com.au

Corporate Office

145 Rex Rd
Georges Hall NSW 2198
P: (02) 8717 0180
F: (02) 8717 0155
enquiries@bcac.com.au

Betty Sussman Centre

145 Rex Rd
Georges Hall NSW 2198
P: (02) 8717 0184
F: (02) 8717 0155
bsc@bcac.com.au

Home Based Services

145 Rex Road  
Georges Hall NSW 2198
P: (02) 8717 0199
F: (02) 8717 0158
hbs@bcac.com.au

Wellness Centre

145 Rex Rd
Georges Hall NSW 2198
P: (02) 8717 0176
F: (02) 8717 0158
wcenquiries@bcac.com.au

Chester Hill

83 Jocelyn St
Chester Hill NSW 2162
P: (02) 9645 9500
F: (02) 9743 7497
chv@bcac.com.au

Ern Vine

65 Dutton St
Bankstown NSW 2200
P: (02) 9707 3791
F: (02) 9708 0539
evv@bcac.com.au

Gillawarna

145 Rex Rd
Georges Hall NSW 2198
P: (02) 8717 0000
F: (02) 8717 0156
gillawarna@bcac.com.au

Yallambee

34 Hydrae St
Revesby NSW 2212
P: (02) 9773 7466
F: (02) 9792 7572
ylv@bcac.com.au


