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From the Chair

On behalf of the ACH Group Board, | am pleased to present

the 2024-2025 Annual Review.

As Chair, | am honoured to reflect on a year marked
by resilience and meaningful progress in the care
and wellbeing of our community. In a landscape
shaped by policy reform and demographic shifts,
our commitment to delivering high-quality, person-
centred aged care remains unwavering.

This year was defined by purposeful decisions aligned
with our strategic direction—Shaping Tomorrow,
Together.

A highlight was the opening of our $5 million Health
Studio at Rostrevor, a vibrant wellbeing hub offering
allied health services, a purpose-built gym, and group
exercise spaces. It also houses our local community
services team, who support older people to live
independently and stay well at home.

One of the most significant decisions made by the
Board this year was the transfer of Yankalilla and West
Park Residential Care Homes to enable us to focus our
efforts in locations where we are best positioned to
meet the evolving needs of older people. This marked
the end of a proud chapter of ACH Group serving
these communities. We are grateful for the smooth
transition to the new operator and for the many
wonderful staff who remained to care for residents
they know so well.

We are now in the early planning stages for a new
residential care home along with a retirement
community. | look forward to sharing these exciting
projects with you in the near future.

We have continued to work diligently to prepare for
the new Aged Care Act, from November 2025. We
also continue to invest significantly in technology to
support our ability to interact in real time with our
home care customers and adapt to future changes.

Behind every achievement in this reportis a

dedicated team—our compassionate staff, committed
volunteers, skilled management, and fellow Board
members, all of whom work tirelessly to uphold our
values. | also acknowledge the trust placed in us by the

residents, customers, and families who are at the heart
of everything we do. Their voices guide our direction
and remind us of the importance of dignity, respect
and genuine connection in care.

As we look ahead, we remain focused on strategic
growth, workforce development and enhancing

our services to meet the diverse and changing

needs of our ageing population. We will continue to
advocate for a sector that values and empowers older
Australians, ensuring every person in our care feels
safe and supported.

Thank you for your continued support.

Imelda Lynch,

Chair, ACH Group
ACH Group Board:
Imelda Lynch Michael Luchich
Julie Mitchell Celine Mclnerney
Mark Balnaves Tracey Scott
Craig Holden Scott Long



From the CEO

Our purpose of supporting older Australians to live good lives, now
and into the future, is at the heart of everything we do at ACH Group.

Preparation for the 1 November 2025 introduction for
the new Aged Care Act and Support at Home Program
has been a significant focus for ACH Group this year. We
are focussed on supporting our people and evolving our
systems and processes to ensure a smooth transition as
we continue delivering high quality care that supports
every individual to live well, wherever they call home.

The ACH Group difference is evident through real
experiences that promote wellbeing and connection.
A highlight early in 2025 was the inaugural Hesta award
winning Cycling Challenge, where 210 residents rode
alongside the Tour Down Under—an inspiring event
that not only fostered community connection but also
enhanced the wellbeing of participants.

We believe that building a future-ready aged care
workforce begins with supporting lifelong careers,
creating opportunities for growth, and cultivating a
culture where everyone can belong and flourish.

Our most recent annual Culture Survey reflected
significant improvements in Engagement, Wellbeing,
and Performance. The Engagement Index rose to 82%,
seven points above the national average, and our culture
continues to be described in line with our values—
respectful, supportive, and founded on teamwork.

On Aged Care Employee Day, August 7, we celebrated
the contribution of our 2,000-strong workforce. Our
curated gift hampers were a heartfelt reminder that just
as our teams care deeply for others, they too deserve
to feel acknowledged, valued, and appreciated. This
initiative exemplifies our broader commitment to
nurturing a culture of recognition, wellbeing, and career
development

Our focus on innovation and excellence was evident
this year with Healthia, our newest care home, being
afinalist in the 2025 Property Council of Australia
Innovation and Excellence Awards for its small home
design and bespoke workforce model.

Our digital transformation efforts also received national
recognition, with our customer-focused platform,

Ecliptix, winning the SA/NT iAward—demonstrating
how technology and care can intersect to elevate
service delivery and customer experience.

We are extremely proud that we have been able to
manage a stable financial position in a challenging
operational environment. This prudent financial
management has seen us deliver a small surplus that
will be reinvested to strengthen our organisation and
enhance support for residents and customers.

These accomplishments reflect our ongoing
commitment to creating vibrant, supportive
communities that empower older Australians. Through
innovation, recognition, and a steadfast dedication to
quality, we continue to set new standards in aged care.

| would like to acknowledge and thank the ACH
Group Board and our Executive Leadership Team for
their guidance and stewardship throughout the year.
Together, we are supporting older Australians to live
good lives, now and into the future.

Linda Feldt,
ACH Group CEO



ACH Group Snapshot

Community Care

W01 5255 (§SSY) 797

Home Care Customers Commonwealth Home « Fee-for-service
Support Program (CHSP) « Short Term Restorative Care
« Transitional Care Program

Residential Care Retirement Living
7 Supporting Supporting
Residential 686 653
Care Homes residents older South
Australians

ACH Group recorded a strong profit for

e o Total
purpose result of $8.10 million in the 2024-2025 Assets $478 ) 8 m

financial year as a result of further improvements
in operating profit and the revaluation of assets.
Net Assets improved by $9.02 million.

. e g . . . Total
This positive financial performance will provide Liabilities $ 264. 6 m

important funds to improve our assets through
reinvestment as well as building for the future.

Full audited financial statements are available on

ACH Group’s website. I\osglme $1 9 9 . 2 m
-IIE-:;a:alnses $1 91 .1 m



Transforming Aged Care: Healthia recognised nationally

ACH Group was honoured to receive national
recognition for our sector leading approach

to residential aged care, winning the Service
Transformation Award at the prestigious Future
of Ageing Awards held in Sydney.

This award acknowledges and celebrates
our leadership in introducing a small home
living model, an Australian first, at our newest

residential care home, Healthia in Elizabeth South.

ACH Group was selected from a competitive
field of eight finalists from across the country,
affirming our commitment to reimagining aged
care for older Australians.

The small home model combines ‘small-scale’
living design with a person-directed model of
care, creating an environment that goes beyond
“homelike” to “real home”.

As Chief Executive Linda Feldt stated,

“This groundbreaking work sets a clear path for
the future design and service delivery of aged
care homes in Australia”.

“It reflects ACH Group’s commitment to shaping
a better experience for older Australians and
leading the sector into a new era of care.

“We are hoping to inspire sector change and
adoption of this new approach for the benefit
of older Australians.

“This home represents aged care the way it
should be, and the way older Australians want
it to be,” Ms Feldt said.



Fran Warton - personal experiences

Fran Warton partner of one of Healthia’s first
residents, shared:

“When my partner was diagnosed with a
terminal illness, our world changed overnight.

| was juggling full-time work, endless hospital
visits, and the emotional toll of being his
carer. When Loll was accepted into Healthia
Residential Care Home, it felt like a lifeline.

He now calls Healthia home — a place where
he feels safe, respected, and genuinely cared
for. For me, it's peace of mind knowing he’s
surrounded by people who treat him with
dignity and compassion.”

Fran Wharton,
Partner of Healthia resident

Senior Multi Skilled Worker at Healthia’s
Sheoak household Stephanie Smithson, spoke
to the difference the model makes for staff
and residents alike:

“I've worked in aged care for 36 years and
I've never seen it done as well as it is done at
Healthia.

There’s something special about caring for
12 people in a household setting, rather than
50 or 100 in a traditional home.

Here, we truly get to know each resident
—not just their routines, but their stories,
their families, and their hopes.”

Stephanie Smithson,
Senior Multi Skilled Worker



Elevate Customer Voice

Leon Smith doing his research for
the Community Advisory Body

Listening, Acting, Improving: Elevating Customer Voice

At ACH Group, customers are at the heart of everything
we do. Customer experiences, insights, and ideas
shape the way we deliver care and support.

This year, we were privileged to work alongside
passionate advocates like Leon Smith — a retired Royal
Air Force Engineer and long-time member of the ACH
Group community — whose voice has helped drive
meaningful improvements across our Home Care
services.

Leon has served on the ACH Group Home Care and
Community Consumer Advisory Body (CAB) for the
past 12 months, generously volunteering his time to
share his insights and ideas to help shape ACH Group
Home Care services.

Leon’s decision to continue for another term on
ACH Group’s CAB reflects his confidence in the
organisation’s commitment to listening and acting on
customer feedback.

Leon said he was encouraged by the tangible
improvements made in response to feedback from
CAB members.

“No business is perfect, but | can see ACH Group is
serious about listening and improving. There has been
action on the issues | and other Committee members
have raised—and that’s why | chose to return for another
term,” he said.

CAB Chair and ACH Group Executive Manager
Customer Care Kate Dobie said Leon’s thoughtful
advocacy and communication of his experiences have
made him an invaluable contributor.

“A core mission of ACH Group is to elevate the voices
of customers by listening and taking action,” Kate said.

“The CAB has provided a fantastic opportunity

for ACH Group to hear more from customers and
representatives about how we can improve care and
support and make meaningful changes.”

More information about ACH Group’s Consumer
Advisory Body can be found here.



Consumer feedback information

16% 3daysto 1.6 3-star rating

® D w¥

) Time taken to acknowledge All ACH Group residential care
Feedback increased by 16 feedback almost halved homes maintained the industry
per cent from 3628 to 4213 from 3 daysto 1.6 standard rating of at least 3-stars

Feedback from customers led to the creation of 40 continuous
improvement projects including:

Increased education and ‘ / Invested in improved
training to elevate the \\ maintenance programs to

experience in residential residential care homes
care homes

H

: Introduced a monthly O Providing more
o billing cycle and updated personalised care by
(=) statement presentation to Increasing our permanent
0 make it easier for customers gourp

. . ACH Group workforce
to manage their services
@)

Introduced a more responsive phone service with internal voice response and
direct lines for customers and representatives to contact care managers directly
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Strengthen Connected

Communities
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Volunteer Maddie Wyman and resident Mavis Waddington.

ACH Group Volunteers Strengthen Community Connections

Volunteering continues to play a vital role in
fostering genuine connections across ACH
Group.

In 2024, Maddie Wyman, a senior at Mercedes
College, began her first volunteering shift at
Milpara and was reunited with a former teacher.

Maddie noticed a familiar name on the
residents’ list, Mavis Waddington, her Grade 2
teacher.

“I recognised her name right away and when |
went to meet her, she recognised me as well
which was really sweet,” Maddie shared.

Mavis, who spent her entire career as a
teacher, estimates she has contributed to the
education of nearly 1000 South Australians.
Their reunion is a powerful reminder of the
enduring connections that volunteering can
create.

ACH Group volunteer manager Charlotte
Carmody said Maddie was a part of the
growing number of younger people choosing
to volunteer in aged care.

“It's inspiring to see younger generations
engaging with older Australians, creating
bonds that enrich both lives,” Charlotte said.

1



Build One Workforce

Investing in our Workforce to Deliver Better Outcomes

At ACH Group, we believe that great care starts The strategy comprises six workstreams: Leadership
with a great team. That's why we're fostering a Development, Reward and Recognition, Diversity,
culture where employees feel supported and Inclusion and Belonging, Wellbeing, Learning and
valued recognising the important role they play Development, and Communication and Systems.

in delivering our purpose. Guided by research and best practice, each

Our ‘One Workforce’ Strategy, is designed to initiative is co-designed with employees and
create an environment where every team member  informed from insights from our annual Have Your
is encouraged to learn, contribute and grow. Say employee culture survey.

Engaged Workforce

: %
%) &

Employee engagement rose by Internal promotions tripled Workforce turnover has
7 percentage points, with the employee compared to the previous reduced to 16 percent, down
Net Promoter Score (eNPS) doubling, financial year. from 19 percent in 2023.

reflecting stronger trust and connection
between workforce and their leaders.
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Provide Full Service Aged Care

ACH Group Strengthens its Health and Wellbeing Offering

in Adelaide’s East

In November 2024, ACH Group opened its new $5
million advanced health and wellbeing hub in Rostrevor,
marking a significant investment in supporting older
South Australians to live well.

Health Studio Rostrevor is a purpose-built offer
designed to promote healthy ageing and social
connection. It features a gym equipped with state-of-
the-art HUR exercise equipment and a dedicated space
for group exercise classes tailored to the needs of older
people.

The studio also offers an allied health hub, offering
physiotherapy, exercise physiology, podiatry,
occupational therapy, dietetics, and remedial massage.
Adjacent to the studio is a new office space for ACH
Group’s community services teams, who provide
support to older people living independently in their
homes.

ACH Group Board Chair, Imelda Lynch, said the studio is
atangible expression of the organisation’s Connected
Communities strategy:

“We know that strong social connection and good health
and wellbeing are two of the most important elements
of maintaining a high quality of life,” Imelda said.

“Customers attend our health studios for a range of
reasons from recovering after an iliness to keeping fit to
play with their grandchildren.”

ACH Group Chief Executive Officer Linda Feldt said
offering access to health studios was a key point of
difference.

“I'm thrilled to see this become a place where people
can come together, improve their fitness and mobility,
and truly enjoy themselves. It's already generating
excitement within the local community, and that’s
exactly what we hoped to achieve.”

Long-time customer Betty Vowles, aged 90, has
attended nearly 1,500 health studio classes over the past
decade.

“I still drive, | still go on social trips, and | have my friends
from my classes—none of that would have been possible
without the health studio and ACH Group,” she said.

“As | approach 91, prioritising my health and fitness has
meant I've been able to keep doing the things that make
my life great.”

Health Studio Rostrevor complements ACH Group’s
existing health studios in Glenelg and Christie Downs,
expanding access to wellness services across
metropolitan Adelaide.

13
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Advocate Good Lives

In 2025, ACH Group launched its new Winter Menu, developed
through an extensive resident engagement initiative

The menu reflects ACH Group’s commitment to
co-design, nutrition, and enhancing the everyday
experiences of residents.

The development process included roadshows
across residential care homes, chef-led discussions
with residents, resident visits to commercial kitchen
and collaboration with a qualified dietitian to ensure
meals were both nourishing and enjoyable.

This inclusive approach ensured that the final menu
was shaped by those who experience it daily.

John Scragg, a resident at Healthia’s Myrtle home
and a former career chef with nearly two decades
of experience in aged care kitchens, was among the
first to preview the new menu.

“I know firsthand the challenges of catering
to diverse tastes, dietary needs, and cultural
preferences,” John said.

“ACH Group does food well. The seasonal change
brings variety, and today’s afternoon tea was a
perfect example—light, fluffy, and full of flavour.

“The seasonal change in menu is great because it
provides that variety that you need to stay excited
when mealtime rolls around.”

The Winter Menu features comforting seasonal
favourites—from hearty soups to slow-cooked
roasts—designed to nourish both body and soul.

Resident feedback played a central role in shaping
the offering with residents at Highercombe
contributed a custom recipe that was incorporated
into the final menu.

Requests for locally made pasties led to a new
partnership with Dulwich Bakery, bringing a familiar
and much-loved item to the table.

Amy White, ACH Group’s Operations Manager

for Central Kitchen and Catering and Hospitality
Services, said the initiative reflects a new standard
in resident-centred dining:

“Catering teams visited every home, listened to
residents, and worked closely with our chefs and
dietitian to ensure the menu is both nutritious and
deeply satisfying. These contributions have made
the Winter Menu truly special.”

“This initiative exemplifies ACH Group’s
commitment to quality, choice, and connection—
ensuring mealtimes remain a highlight of daily life.”
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