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Welcome to the first edition of the CEO Newsletter for 2026. And what a great start to the
year!

There’s so much to update you on that it’s hard to know where to begin. Developments
include:

e some great news on our Star Ratings

e fantastic feedback on improvements we’ve been making to the food and dining
experience of residents

e exciting news about a new development on the grounds of Tarcoola Village, and

e more centenaries clocked up by residents — giving us a record number of
centenarians across our three sites.

As if all that’s not enough, we’re also making some changes in how we communicate this
year, to help give you more of the kind of news and information you want to see, and less of
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the things that aren’t so relevant.

| explain more below — and also in a short video that you can click onto here:

https://www.youtube.com/watch?v=cinLiJQd OU

Newsletter revamp

I'll start with the last item first: We all know how hard it is at times to keep up with
everything going on around the place, and different people want to know about different
things.

So starting from this month, we’re splitting up the newsletter into more than one edition:
We'll have a staff edition, able to give more focus to the more specialised things that staff
need to be updated on. And we’ll have a family and friends edition, able to give more focus
to the kinds of things that residents, their families and supporters most want to know
about.

From time to time, we’ll do a one-off extra edition too, delving into matters of particular
interest to some of us but perhaps not to others. The first one, for example, will be a special
edition looking at all the exciting things going on with Support at Home, an area of our
activities expected to grow rapidly soon in line with changing policy and community
expectations.

Each of the new editions will seek to make it easier to take on board the information
different people want, with more use of video links that will ‘show and tell’ rather than
create quite so much reading!

Needless to say, there are some items of news that everyone wants to know, so rest
assured a lot of the content will still be the same across the editions. Just not all of it.

And to reduce the risk of information overload (hooray!), the Newsletter will also come out
every second month this year, not every month. You’re reading the February-March edition.
The next one will be April-May. And so on.
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https://www.youtube.com/watch?v=cinLiJQd_OU

What do you think?

Let us know what you think: There will be a short survey included in the next edition of the
newsletter. Now, onto other important things...

Celebrating our wonderful centenarians!

One of the most positive developments of recent years is to see more people living longer,
and able to continue enjoying a quality of life many once thought was unattainable.

Shepparton Villages is particularly blessed in this regard, with a remarkable number of
residents across our three residential facilities who have turned 100 — and even beyond! - in
the past year.

Enterprising team leader of the Lifestyle & Leisure team at Maculata Place, Tonina Romeo,
pulled off a great photographic coup recently when she managed to capture six
centenarians based at Maculata Place in a single photo. What a photo-call!

Left to right: Vera Wallace (101), Doris Stone (100), Vera Wakins (101), Arthur Kerr (101), Beryl Ibbotson (100),
Jean Trelfall (101).
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Beryl Ibbotson is shown here with CEO Veronica Jamison, family members, staff and others
at a celebration of her 100™ birthday held in January.
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Doris Stone with family members, staff and friends enjoying a 100%" birthday event at
Maculata Place in December 2025.
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Doris Stone and other Maculata well-wishers.

rad

Vera Watkins enjoyed a 101° celebration at Maculata Place in November 2025.
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A reminder of some other recent fabulous “centuries”:

Keith Morton (left) turned 100 at Mooroopna Place in October 2025. Shown here with
Facility Manager David Shipston.

And Hazel Donald turned a mighty 102 at Banksia Lodge in June 2025.

All have now become members of the Shepparton Villages exclusive (and totally unofficial)
Happy Hundred Club!

Watch this space for more of our impressive centenarians this year. Our
continuing best wishes to all.
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Winning at the numbers game!

I’'m excited to be able to report that we’ve had some fantastic developments over summer,
as mentioned in my video. (See video link at start of newsletter.) These include:

The brilliant news that Mooroopna place has just earned a Four Star rating in the
latest round of independent ratings of aged care accommodation facilities around
Australia. This means that all three of Shepparton Village’s residential facilities now
have Four Stars — no small achievement, and a credit to the hard work of teams at all
facilities. Well done everyone!

The latest survey of the food and dining experience across all our facilities has
recorded an overall satisfaction rate of 89 per cent. While not perfect (can we ever
be?), it’s an impressively solid result given the scale and complexity of our food and
catering operations. | know our Central Kitchen and individual kitchen and servery
teams are feeling rightfully proud right now. Well done!

The completion rates of mandatory training by staff have hit a record high — 97 per
cent in 2025, up from 77 per cent in 2024. Again, while not perfect, it’s a solid jump
in completion rates by staff, giving everyone greater confidence that staff in all
locations are accessing the ongoing workplace training that they need to stay fully
abreast of the latest requirements.

The board of Shepparton Villages has given the go-ahead in principle to proceed with
an exciting redevelopment and extension of our currently dormant Acacia House
facility at Tarcoola Village. Unused in recent years, we expect this complex will
return to life over the next couple of years with some major refurbishment to meet
latest care standards and the addition of more than 60 new beds. It might even get a
new name — stay tuned for much more news on this in coming months.
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Maggie Beer program wraps it up

As noted above, the outstanding ratings given to the food and dining experience at
Shepparton Villages have been heartening indeed, and timely as February also brought to
an official close the Maggie Beer Foundation’s presence at Maculata Place.

Senior chef-trainer Michael Nam has been a regular visitor to the central kitchen and
Maculata over the past year, and he was pleased to join us one last time in February to help
wrap-up the activity program, review the ongoing progress, and thank all those who have
been involved in trialing new ideas, including residents, some key staff closely involved, and
volunteers.

The valuable lessons learned at Maculata are, of course, being rolled out across all three
SRV residential facilities, with support from the feedback being gained in opinion sampling
being done across all facilities. It has been a credit to everyone involved, and the food and

dining improvement journey will continue.
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Some heartfelt words

From time to time we receive positive feedback from family members and others, and it’s
always greatly appreciated. Just as we need to know when there are things we can do
better, it’s also worth knowing what we’re getting right.

It helps us to know if we’re on the right track, and it gives appropriate recognition to
members of staff, volunteers and others who are doing their very best in circumstances that
can be challenging.

Once in a while a really outstanding and heartfelt piece of feedback comes in. We had an
example of this over the recent holiday period with a long email from a family member,
reproduced in part below. We’ve left out personal identifying information in the interests of
privacy but the sentiments still shine through:

“Dear David,

I was happy to run into you when | (in true fashion) flew into Mooroopna Place to drop off some little
treats for the brilliant staff and you!

As | mentioned, | wanted to write to wish you a Happy Holiday season and end of 2025 along with
officially acknowledge(ing) the incredible work you and the team do.

As you appreciate, it has been the most difficult of years (across the last two) losing Dad and then
Mum this year - | have struggled to write this email to attempt to put into words how grateful | am
for the work of your team.

We had shared this appreciation of Mooroopna Place with our family and friends at Mum’s funeral,
but | thought there is no better time than as the year closes to remind you all how valued you all

are...

Also understanding that for many of your team there is no break as they work on during the festive
season and make sure all residents at Mooroopna Place have some holiday cheer and hugs.

I wanted to thank you all sincerely for Mum and Dad's care, and again, for the compassion everyone
showed in their final days, and importantly ALL days they lived at Mooroopna Place.

On behalf of them both, | know they were very appreciative to have your support and | personally will
be forever grateful to have your leadership as we as a family navigated this sad part of life.
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Thank you sincerely for all you do and wishing all the staff the very best for 2026.
Please remind your team what we know... that they truly make the world a better place.”

Powerful words, gratefully received - and worth sharing more widely.

UNSUNG HEROES

Variety’s the spice of life for Neil

Neil Farley is a man of many talents. He’s called on by residents at Rodney Park and
Mooroopna Place to solve all manner of problems and do all kinds of fixes to things that
aren’t quite working the way they should.

And while much of his day’s work might be known in advance - with many scheduled checks
and logged requests - there’s no certainty about what else might also crop up unexpectedly
in the course of any day.
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But Neil says it’s this variety of work that keeps it interesting for him as a member of the
maintenance team based at Rodney Park.

There’s never a day when nothing needs to be done. The challenge is more often about
setting priorities: knowing what can and can’t wait, and then getting on with the things that
need the most immediate attention.

In the height of summer, making sure air conditioners are working properly is one such
priority, whether able to be handled on-the-spot by Neil himself or with support from one
of the capable electricians on staff.

Sometimes it’s a plumber that needs calling, and Neil often works closely with regular
contractors who know Shepparton Villages inside-out.

Asked what a ‘typical’ working day looks like, Neil says it can vary hugely. Blocked toilets,
leaky air mattresses, squeaky fans, air filters needing to be checked or replaced, fire
extinguishers to be checked, attention needed to doors that aren’t quite opening or closing

properly, nurse call buttons needing attention, power generators that need to be checked
and run for at least 10 minutes each month to make sure they are fully functional if
needed... the list goes on and on.

“No two days are the same.”

But sometimes, Neil says, tasks can be simple, and some time spent simply being a friendly
presence for a resident can be as welcome the physical service that’s being provided.

For example, an ILU resident might need to know the right button to push on a TV, or just to
be assured that their door and window locks are in working order. All in a day’s work for
Neil.
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Neil also manages the ongoing program of refurbishment that goes on across Rodney Park,
with units being steadily upgraded over time and refreshed with all the latest ‘mod cons’.
It’s a bit like an ongoing facelift, making sure everything stays up-to-date, looking good and
well-functioning.

Neil approaches his duties with the benefit of some varied life experience, including many
years spent in the bookbinding trade operating his own business, and time spent making
deliveries in the hospitality industry - and even a time making medical masks. He’s not
afraid to take on a new challenge when the occasion demands.

One of the hallmarks of the maintenance and outdoor crew members right across
Shepparton Villages is their varied skill set and a willingness to get stuck in. When this
involves learning new things along the way, so be it, often with cooperation of teams across
sites where it’s needed.

Versatility and teamwork are a big part of what make the Maintenance and Gardening
operations at Shepparton Villages so impressive.

There’s a special human dimension too, as touched on earlier. Developing rapport with
residents and visitors, and knowing how to give reassurance to them in troubling situations,
can both be invaluable.

Neil recalls one of the more testing situations he’s faced was when he was called on to find
a snake seen disappearing into an ILU resident’s air conditioning unit one day. And on the
regular snake catcher’s day off, unfortunately. Well beyond the call of duty for
‘maintenance’, some might say. But again, it was all in a day’s work for Neil.

For your dedicated service, practical skills, approachable manner and can-do spirit, we thank
Neil Farley and all of his capable workmates. You make such a difference in the lives of
residents each and every day - through heatwaves, flooding rains, and all manner of other
challenges — including the occasional slippery snake. You and your fellow maintenance crew
members fully deserve to be our Unsung Heroes this edition.

CEO Newsletter




14

Resident spotlight

“l milked cows for 25 years”

Some reflections on farming, family, fundraising — and more

Anne Gooiker doesn’t live in the past — as a well-known resident of Mooroopna Place and a
member of the Consumer Advisory Body for Shepparton Villages, she leads an active and
engaged life.

But when prompted, she has a deep well of memories to draw on, extending all the way
back to her childhood in Holland, her arrival in Australia at the age of 14 unable to speak a
word of English, her first work as a ‘domestic’ in a household where only English was
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spoken, her struggle to learn English using comics and books, and the intense years to
follow in which she combined marriage, farming and successfully bringing up five children in
country Victoria.

“We had to live on a very tight budget,” she says, especially in those early days.

Sadly, a sixth child died at birth. There was other tragedy too: most notably the family home
being burned to the ground in 1977, destroying all of their possessions.

But with setbacks and tragedies haver come moments of joy and solace at times. For
example, in the terrible year their house burned down, she and her husband Bill were
overwhelmed by the kindness and generosity of neighbours and others in their town of
Undera who rallied together to replace the items they had lost.

While her early adult years were filled with the tough demands of share-farming, childbirth
and child-raising (including four births in four years!), in later years Anne has been able to
enjoy more settled and secure living, and see her adult children experience their own
success in business and family matters - including a proliferation of grandchildren and great
grandchildren coming along (13 and 17 of each, no less).

Anne outlived her first husband Bill and her second husband John, having previously lived
with John in an independent living unit at Mooroopna, and then supporting him during his
final years contending with Alzheimer’s as a resident of the former Grevillea Lodge. Anne
had to contend with health issues of her own at times too, so recent years haven’t all been
plain sailing. But she has continued to make her mark.

As one of the most dedicated supporters and fundraisers for the establishment of the
Mooroopna Place complex - along with legendary local figures Santo Varapodio and Frank
Campbell - Anne was involved in its ribbon-cutting ceremony when it first opened in 2021,
replacing earlier facilities (including Grevillea Lodge) in that location.

She remains proud to this day to see her name up on the Mooroopna Place honour board.
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Today, in 2026, Anne remains a respected figure amongst residents and staff at Mooroopna
Place, known for being always willing to get stuck in and to speak out clearly for herself and
others in resident meetings and other forums.

But she hasn’t forgotten those years when communication was not such an easy thing and
life was much more hardscrabble than today. As she comments more than once during a
recent chat: “I milked cows for 25 years.”

She remains proud that she still retains the dressmaking and sewing skills she picked up in
earlier times, taught by some very practical nuns during her childhood. She went on to use
those skills to make clothes for the whole family for many years.

“I still sew sometimes — | did some bibs here recently.”

While she doesn’t milk cows these days, and sews a lot less - and her vision is not quite
what it once was - Anne’s positive, common-sense spirit continues to shine brightly.

There’s no doubt amongst anyone who runs across Anne Gooiker that she remains a force
to be reckoned with. And long may that last!

Time to retire — again!

When Margaret Tenace retired from 25 years of working at K-Mart, she couldn’t have
imagined that she had one more chapter of working life still to go.
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A chance request by someone she knew led to her sitting in one day on a “return to
learning” session at Shepparton Villages, which then led to her taking up an opportunity to
become a personal care worker at the former Waratah Lodge at Mooroopna.

Later she moved on to Banksia Lodge, Kialla Gardens, and later still Acacia House, Tarcoola
Village, providing diversional therapy (as Lifestyle & Leisure activities were then called) and
ultimately back to Mooroopna as a valued member of the current Lifestyle & Leisure team

at Mooroopna Place.

In total, Margaret has worked a further 14 years since her ‘retirement’ from K-Mart — quite
a final innings!

But she’s at last decided to call it a day, finishing up at Mooroopna in February.

Margaret has so many positive memories of her time with Shepparton Villages that she says
she finds it hard to nominate the highlights - though she has particularly fond memories of
the time spent working at Acacia House, which is currently dormant, awaiting refurbishment
and redevelopment.

“Acacia was a lovely place. It had real warmth and character.”

One of the advantages of the location was that it was close to the Tarcoola Village Activities
Centre, and subject to approval and timetabling it was often possible to conduct resident
events and activities there.

Margaret Tenace: Important to do things that capture the special memories and special moments of a lifetime.

Another feature of working life at Acacia House was the personal touches in those days,
including new residents being welcomed with a photo and an introductory note on the
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notice board to let everyone know about the incoming resident. Another special personal
touch was a commemorative card produced each year to honour the memory of residents
who had died during the previous year. Small things in their own way, but deeply
appreciated by some, Margaret says.

One year Margaret recalls a married couple at Acacia House renewing their wedding vows
onsite, in a full traditional wedding ceremony.

On that day and others, the kitchen was able to provide more varied and elaborate catering
for special events during a time that was a little more leisurely than circumstances allow
today, she says.

Margaret believes strongly that it’s important to put effort into capturing the “special
moments” that happen in residential facilities, and to remember that one of the most
precious things for residents is often the opportunity to talk about times past.

This is one of the benefits of having a mixture of younger and older staff on the team,
Margaret says.

Younger staff can bring huge energy and enthusiasm to events and activities, while older
staff can often trigger the most engaging memories of things not familiar to the younger
generation: deliveries from the ice-man, for example, or the night-cart doing its rounds. Or
mending items on an old Singer sewing machine. Things that you can only really talk about if
you were once there yourself, she says.

Margaret hopes that Lifestyle & Leisure teams can continue to employ older staff able to
bring this level of familiarity and empathy to residents.

As for Margaret herself, having clocked up 60 years of marriage recently, and with three
adult children and six grandchildren - and one of her own daughters moving into retirement
- she feels it’s time for her to retire once more. This time for real.

Mind you, she’s not about to put her feet up and rest completely: she’s thinking of coming
back from time to time as a volunteer. (Shepparton Villages would be honoured!)

For now, however, almost 15 years down the track, Margaret deserves a very big thank-you
for giving the residents of Waratah Lodge, Banksia Lodge, Acacia House and Mooroopna
Place the benefit of so much skill, passion, camaraderie, love and empathy over so many
years. Happy (well-earned) retirement Margaret!
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How to ‘blow the whistle’ on bad behaviour

Some important information below on what you need to know as a resident, family
member or other concerned person, supplied to us by the Australian Govermment
Department of Health, Disability and Ageing -

For older people, their families and carers

The new Aged Care Act puts you at the centre of your aged care and introduces new laws to
protect your rights.

The Statement of Rights outlines your explicit rights when accessing aged care services.

Your rights are protected through provider regulations enforced by the Aged Care Quality
and Safety Commission and the Department of Health, Disability and Ageing.

Giving feedback if you have concerns

Under the new Act, you will be encouraged to share feedback and make a complaint if you
feel your provider has not upheld your rights.

If you’re not happy with the quality of your services, you have the right to give honest,
upfront feedback to your provider without fear of being punished or treated unfairly.

Whether it’s a concern about your care, a breach of your rights or something that just
doesn’t feel right, you will be protected.

Your feedback is an important way for your provider to understand what is working well and
to identify areas that can be improved.

The Aged Care Quality and Safety Commission, including an independent Complaints
Commissioner, will support all providers to have a process in place to manage complaints
and feedback quickly and effectively.

Workers can help you to make a complaint. They can also connect you with advocacy and
support services, like the Older Persons Advocacy Network (OPAN).
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If you don’t feel comfortable raising an issue with your provider, or if you’re unsatisfied with
the way they’ve handled it, you can make a complaint directly to the Complaints

Commissioner. (Phone number for the Commissioner is 1800 951 822.)

Identifying issues and calling out misconduct

The new Act also contains whistleblower protections. You play an important role in
identifying issues and calling out misconduct.

We understand making a disclosure can be an unsettling experience.

If you make a report that someone hasn’t followed aged care laws, you will have access to
protections if you experience unfair treatment, threats and victimisation.

Your identity will also be protected.
You can make a complaint to your aged care provider or the Complaints Commissioner.
You can make a whistleblower disclosure to:
e the Complaints Commissioner or a staff member of the Aged Care Quality and Safety
Commission
e the Department of Health, Disability and Ageing
e an aged care provider or worker
e aresponsible person of an aged care provider — such as a CEO or Board Member
e apolice officer

e anindependent aged care advocate.
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Worth a thousand words

Here’s a visual sampling of some of the fabulous activities and events around our villages
and residential facilities in recent weeks.

Albania came to Shepparton Villages as part of our ongoing Armchair Travel program in
February. These photos show some of the captivating cultural activity that was created by
visitors to Maculata Place on 11 February. These visitors included former board member and
committee chair Merushe Asim, a proud member of the local Albanian community.

Knitting and weaving activities continued enthusiastically — and very productively! - at
Banksia Lodge during February, as shown below.
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Banksia Lodge got into the spirit of Shrove Tuesday in February, with much pancake making

—and eating too, of course!

Not to be outdone, Maculata Place got busy with pancake-making and eating as well. Yum!
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Love was in the air on Valentine’s Day, and it was artistically expressed by residents at

Maculata Place. Magnifique!

Banksia’s Walking group set a fine example for chasing fresh air and exercise too - showing
there’s more to life than pancake eating (!), especially on those glorious summer days when
the heat is not too extreme.
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Some truly beautiful Christmas craftwork got done by Banksia residents back in December,
just in time for Christmas.

The Men’s Group at Banksia continues to go from strength to strength, with much pleasure
coming from the regular convivial gatherings — helped along in no small measure by the
treat of a shared meal of fish and chips each time. Definitely a crowd favourite!

Some photos below from the official wrap-up event for the Maggie Beer Foundation food
and dining program, held at Maculata Place on Friday 30 January. (See article earlier in this
edition too.)
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What’s Australia Day in January without a spot of beach volleyball? Residents at Mooroopna
Place got to enjoy a game of indoor ‘beach volleyball’ for Australia Day in a way that
avoided the downsides of extreme heat and flies and the like. Clever, creative - and fun too!
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To all residents, families, friends and supporters, thank you once more for being part of
what makes Shepparton Villages more than just a place, but rather a real community.

It’s heartening to see the worthwhile progress being made on a number of fronts, ultimately
reflecting in better lives for all members of our community - as can be seen in the positive
indicators being noted in several of the articles in this edition.

Of course, there is always more to do, and we’re continuing to redouble our efforts in 2026.

Warm regards

s

Veronica Jamison

J
Shepparton}"‘ Villages

Contact us

9 Batman Ave, Shepparton VIC 3630

Phone (03) 5832 0800
Email info@sheppvillages.com.au
Website sheppvillages.com.au

Tarcoola Village Rodney Park Village Kialla Gardens Village

ABN 94 314 031 069
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