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Is Aged Care core to 
who we are and 
what we do?
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Culture is not an initiative. Culture 
is the enabler of all initiatives.
- Larry Senn
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Bringing people and communities together in 

times of need and building on community 

strengths. We do this by mobilising the power of 
humanity.

Our Purpose



Our Vision
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Trusted as the leading 
humanitarian organisation making 

a genuine difference in the lives of 
people and communities.



Our Why
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Not finance. Not strategy. Not technology. 

It is teamwork that remains the ultimate 
competitive advantage, both because it is so 
powerful, and so rare.

- Patrick Lencioni
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Helping teams becoming ‘TeamFIT’

TeamFIT 
Module 3

TeamFIT 
Module 2

TeamFIT F2F 
Workshop 

(Pre & 
Module 1)

Leadership Coaching



Understanding Our Why

Our Challenge

How might we build the team that we want to be, and 
drive the culture we want to lead?
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Connecting Our Team Our Leadership Impact
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Our Process
How we built our competitive advantage

Protecting the Time

Opportunities to 
connect, grow and 
develop as a team 
became part of our ways 
of working.

Wall Values. Floor Values.

We set firm, achievable 
commitments that were 
communicated to the 
broader division. We set 
regular check ins and 
review dates.

Leadership Endorsement

Building a high 
performing leadership 
team became our most 
critical priority.

Leveraging Data
Measure. Measure. 
Measure.

Data became our most 
important enabler and 
worthwhile investment. 
Partners: Birkman/ 
Human Synergistics 
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Our Social Contract
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Our People Investment

Investing in your people costs less than you 
think, yet yields greater returns than you 

thought possible
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Our Leadership Impact

We became one of the highest performing Divisional team for employee engagement

Our teams felt a shared impact, and 
were motivated to perform and 

deliver

eNPS: +31
Average 4.3 out of 5.0 for employee 

experience
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We achieved over 70% participation in our culture survey and reported a predominately 
constructive culture – becoming one of the leaders for culture across the organisation

Our Culture

Culture results completed through the OCI 
Survey – Human SynergisticsAged Care February 2025



Our Results

We have doubled 
our outputs and 
volunteers engaged 
in visiting services

Visiting

For the first time in 
5-years we are 
seeing an upward 
trend in our Social 
Support statistics 
(against our 
previous trending 
decline)

Social 
Support

We have increased 
our meal outputs 
by 15%

Meals

Our volunteer 
demographic has 
grown by 50% for 
those under 40

Volunteers

There has been a 
significant growth in 
diversity of both 
participants and 
volunteers within 
the Aged Care 
portfolio 

Diversity
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Clients have told us that our services have supported their independence, health, wellbeing 
and quality of life. Its enabled them to stay in their home. 

*Results of the 2023 and 2024 annual client survey that seek to understand service quality and impact.  Clients were asked to answer a series of questions using a 
scale from strongly disagree, disagree, natural, agree or strongly agree. The results above reflect the combined ‘agree’ and ‘strongly agree’ responses. 

0 10 20 30 40 50 60 70 80 90 100

The service I receive has enabled me to stay in my own home longer

The service I receive from Red Cross supports my independence, health, wellbeing and
quality of life

I feel connected to my community through the services I receive

The service I receive from Red Cross increases my social connection

I’m treated with dignity and respect, and feel I can make informed choices about the 
service Red Cross provides

Red Cross services are accessible and consider my cultural identity and diverse needs

The service responds to my individual needs and preferences

2024 2023
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Our Net Promoter Score indicates a high level of client satisfaction and high likelihood to 
recommend services to family and friends.

• 71.1% of respondents would recommend Australian Red Cross Aged and Community Care services to a friend/family 
(1 – 10 scale)

• Low (detractor) scores (1-6) make up just under 5% of total responses.

• Continued improvement from 2023 to 2024. 
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Older
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We didn’t just change the culture in 
the team. We changed the culture of 
how Aged Care is perceived.
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Start with us. Start with 
why.

Our Lessons

Who has a seat at the 
table? 

Engage your partners. People data is as important 
(if not more) than program 

data.

AskYourTeam Ltd 2025



Safety. Independence. Connection.



https://dai.ly/x9405p6
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