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COVID-19 has changed the health care landscape. Throughout the pandemic, 
we have adapted in ways we could not have imagined to continue to provide 
support for those in need. Some services were paused for periods, while others 
utilised technology to provide a continuity of care. 

Our staff took on an increased workload under the strain of heavy Personal 
Protective Equipment (PPE), and ventured into new work areas to support 
government and local health services.

Despite these challenges, we worked with our partners to expand services to 
new communities and found a way to launch a new service.

There is light at the end of the tunnel, but the health care system will feel the 
strain for some time to come. 

The very strengths that enable us to reach the furthest corners to help all 
people access quality health care, are the same that we employed throughout 
the pandemic – and will enable us to grow into the future. 

Whatever the challenge, we are there when it counts. 

Acknowledgement of Country
We proudly acknowledge Aboriginal and Torres Strait Islander people as  
the traditional custodians of the lands and waters on which we live and work.   

We recognise they hold the ancient knowledge, memories and traditions 
within their culture. We pay our respects to their Elders past, present  
and emerging.
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Our services 

Flying Doctor Dental
In partnership with Dental Health Services Victoria, 
Flying Doctor Dental provides examinations, 
oral health promotion and treatment services via 
purpose-built dental trucks and fixed clinics in rural 
and remote communities across Victoria. 

Flying Doctor Eye Care
In partnership with the Australian College of 
Optometry, Flying Doctor Eye Care provides eye 
exams, referrals and dispensing of glasses to 
communities who would otherwise have to travel  
to access essential eye care. 

Flying Doctor Telehealth
Supporting rural patients with complex or chronic 
health needs, Flying Doctor Telehealth allows patients 
to have a 100% bulk-billed appointment with their 
specialist via a secure video link, thereby reducing  
the time and burden of travelling long distances. 

Flying Doctor GP Services 
Comprising of three dedicated programs - Rural 
Women’s GP, Doctors in Secondary Schools and 
Health Group - Flying Doctor GP Services offer 
gender choice, improved access and personalised 
care in remote and rural communities. 

Flying Doctor Speech Therapy
Language delay during early childhood can have 
a long-term impact; affecting literacy, quality of 
life, mental health and social opportunity. Flying 
Doctor Speech Therapy ensures there are dedicated 
services for children in communities of need across 
western Victoria. 

Flying Doctor Wellbeing
Utilising travelling clinicians, telehealth and phone 
consultations, Flying Doctor Wellbeing provides 
access to free mental health and wellbeing services 
for people living in remote and rural communities. 

Mobile Patient Care
With a fleet of more than 100 road vehicles and a 
Beechcraft King Air aircraft, we provide vital patient 
transport services across Victoria and New South 
Wales.

Flying Doctor Community Transport
Accessing health care and maintaining social 
connections can be challenging for residents of 
rural areas who are unable to drive or have limited 
transport options. Flying Doctor Community 
Transport provides eligible clients with free transport 
from home to health appointments and social group 
activities across two community areas in central 
Victoria. 

Flying Doctor Memory Lane
For people in end-of-life or palliative care, a simple 
chance to reconnect with their lives, families and 
friends can mean the world. Utilising custom-built 
vehicles, Flying Doctor Memory Lane supports 
people to visit a place of personal significance at  
no cost. 

Who we are >

Royal Flying Doctor Service Victoria provides this report as a summary  
of our operational and consolidated financial performance during  
the financial year July 2020 to June 2021. We also tell the story of  
what we do, why we do it, and how our work provides health care  
to people in need. Our Strategic Plan, Strategy 2025, can be read  
at www.flyingdoctor.org.au/vic 

For more than 90 years, Royal Flying Doctor 
Service (RFDS) has supported the health care needs 
of rural and remote communities located right 
across Australia. From our roots as an aeromedical 
organisation providing emergency services across 
the Outback, we have been dedicated to lessening 
the barrier of distance associated with accessing 
quality health care in the most remote corners  
of our country.

While our motivation remains the same, we have 
evolved into a multi-faceted health provider,  
also offering primary health care services and 
mental health programs for our rural and  
remote communities. 

Here in Victoria, we recognise that our health, 
wellbeing and relationships are precious and all 
three are essential for individuals and communities 
to thrive. 

Our goal is to decrease preventable health conditions, 
to enhance recovery, to decrease mental ill health 
and reduce social isolation. We do this by taking 
health care to communities, providing services 
remotely, and transporting people to the health  
care they need. 

As a not-for-profit, we are responsible and sustainable 
in how we fund and operate our services. We work 
in partnership with numerous health organisations 
across the state to improve the health and wellbeing  
of our rural communities. We believe in creating  
opportunities so that all Victorians have the opportunity 
to access essential health care services.

We will go where we are needed and to the hard 
to reach places through innovation, agility and 
responsiveness. Our services are high quality and 
inclusive and are guided by where they have the 
most impact.   

Our strategic objectives 

The financial year of 2021/22 signals the introduction 
of a new strategic plan, Strategy 2025, which can 
be viewed on page 32 of this Report. This plan 
was delayed a year in recognition of the impact of 
COVID-19 on the health care landscape, and the 
need for RFDS Victoria to ensure its priorities would 
meet the changing needs of remote and rural 
communities. Operations in this last financial year 
continued under the guiding direction of the previous 
strategic plan whilst this new plan was developed.

Our stakeholders 

Our work is driven by the people and communities 
we serve. We acknowledge and value the impact of 
our partners, supporters and staff. This collaborative 
effort enables our work to continue, and ensures it 
is delivered with local insight and personal passion. 
Without the generosity of our donors and sponsors 
we would not have the resources to deliver this  
vital care.
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How we help >

We strengthen the  
rural workforce 

A local health workforce strengthens rural 
communities. By employing local staff, and 
collaborating with local health providers, we 
contribute to a strong health care workforce 
with personal passion and local knowledge. 
Furthermore, programs such as our ‘Give Them 
Wings’ scholarships, which offers financial support 
for first year university health students from rural 
backgrounds, allow us to actively encourage remote 
and rural Victorians to complete their studies and 
fulfil a health career that strengthens the rural 
workforce.

We help overcome  
isolation 

COVID-19 has highlighted the enormous impact 
of isolation on people’s health and wellbeing. We 
recognise that isolation can be physical, social or 
emotional, and so develop services to meet this 
need. Through travelling services and technical 
innovation, we provide physical and mental health 
care to isolated communities, while programs such 
as Flying Doctor Community Transport enable 
people to maintain vital social connection and 
community contact.

We are there when  
it counts 

Throughout the challenges of COVID-19, we 
have been there at every opportunity, and every 
request, to support the health system. Our expertise 
in mobile care solutions and the agility of our 
operations ensures that we continue to support 
the government’s COVID response through 
transporting suspected and confirmed COVID 
patients, undertaking farm gate testing for remote 
communities and contributing to the state vaccine 
rollout. Equally, our adaptability and innovative 
solutions ensures that many of our primary health 
services continue through remote and telehealth to 
provide continuity of care for remote communities. 

We champion the  
health needs of rural  
communities 

Reducing inequality in health care between rural 
and metropolitan communities requires a sustained 
effort from a wide variety of solutions. In addition to 
our services, we work with government, corporate 
organisations and industry associations to highlight 
the challenges of accessing health care in remote 
and rural communities, and call for a collaborative 
approach to overcoming inequality.

We help people to take  
control of their health 

Faced with the burden of travelling hundreds 
of kilometres to access specific health services, 
many rural Victorians see health practitioners less 
often than they should or simply stop attending 
appointments. By connecting communities with 
essential health services, we are empowering 
people to take control of their own health. Whether 
it be through our mobile dental clinics, innovative 
telehealth solutions or travelling mental health 
clinicians, we enable people to take a preventative 
and regular approach to their health care needs. 

We remove the  
burden of distance 

For people living in remote and rural communities, 
accessing specific health care can require travelling 
many hundreds of kilometres. This could mean 
taking a day off work or a day out of school, with 
the cost and time of transport, and the physical 
drain of long days. As a result, people often turn up 
to appointments tired, flustered or disengaged, and 
are more likely to skip future consultations. Whether 
it be by taking health care to communities, providing 
services remotely, or transporting people to the 
health care they need, we are removing the burden 
of distance. 

We deliver care in  
the community 

Local knowledge and tailored solutions are required 
to overcome the unique challenges of remote and 
rural communities. At RFDS Victoria, we engage 
with local service providers to develop health care 
solutions that work for community needs. Our 
services are structured to become part of the local 
area so they can be agile, sustainable, meaningful, 
and enable people to receive care in their community. 
This also supports care coordination as we can link 
in with other local members of their care team  
for a more comprehensive approach.
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Adapting in a new landscape > 
What an incredible year for everyone. In times of great challenge,  
you learn a lot about your organisation.  

There when it counts >
Over the course of its long and storied history, the Flying Doctor has 
worked tirelessly to provide lifesaving services and reduce inequity  
in health care between rural and metropolitan communities. 

We have done this by transporting people to the health 
care they need, by taking health care to communities, 
and supporting local health services with our agile and 
adaptable services.  

This final point has never been more evident than over the 
last 12 months and indeed over the course of this entire 
pandemic. RFDS has been there at every request and taken 
every opportunity to support government and local health 
services in their efforts against COVID-19.  

Our expertise in mobile care, combined with our 
geographical capabilities and the willingness of incredible 
staff, has seen RFDS called upon across Australia to play 
vital roles in these times of additional need. 

Throughout the pandemic, RFDS has been a vital provider 
of patient transport through both air and road operations. 
Nationally, the Flying Doctor has undertaken 2,294 
transportations of confirmed or suspected COVID-19 
patients in the last financial year alone, and supported an 
additional 472 patients through 191 Respiratory Clinics 
across the country.  

With Victoria in lockdown for most of the second half of 
2020, our RFDS Victoria Mobile Patient Care (MPC) road 
crews undertook more than 80% of that national total.   

This work was carried out under the increased concerns for 
patients and staff, the strain of heavy Personal Protective 
Equipment (PPE) and frequently changing regulations. It is 
a great credit to our staff that they were able to continually 
undertake such a huge workload with compassionate care 
for clients and each other.  

Those same MPC crews were called upon to support  
pop-up testing clinics in remote locations to give access 
and confidence to small communities and, to help control 
the spread of the virus.  

COVID-19 has impacted the landscape of health care more 
than any other challenge in my time at the Flying Doctor, 
yet at the same time it has highlighted our strengths. 

Across the organisation – from frontline crews and primary 
health services, through to every administrative and 
supporting function – we have adapted and modified the 
way we work to provide health care to those in need. 

Our role in supporting government in the effort against 
COVID was, and still is, essential. We have staffed testing 
clinics, vaccination centres and transported COVID patients 
across the state.  

Travel restrictions impacted our ability to take health care 
to communities, yet our Flying Doctor Wellbeing and Flying 
Doctor Speech Therapy programs were able to adapt to 
telehealth and phone consultations to ensure that people 
could still receive the care they needed. In fact, due to 
the time saved by not travelling, our Wellbeing clinicians 
undertook an extra 1,000 consultations (an increase of 42%) 
on the previous financial year. Given the additional stresses 
many people were under through the pandemic, the value 
of this work cannot be understated. 

We used the strength of our partnerships to expand health 
services into new communities. Flying Doctor Community 
Transport was launched in greater Rochester, and Flying 
Doctor Speech Therapy expanded into Inglewood and 
surrounds. General health needs don’t stop through a 
pandemic, and so the ability to expand our reach to new 
communities is a great credit to everyone involved. 

This agility of operations extended further, with staff from 
across the organisation taking on temporary positions to 
support the COVID response. Unable to undertake their 
normal work due to travel restrictions, many of our Flying 
Doctor Dental team moved into supply support roles to 
ensure our MPC crews could receive the vital PPE they 
required. In more recent times, we have seen members 
of those same dental crews support vaccination clinics in 
remote communities, with a number trained under a state 
government initiative to administer the vaccines.  

This Annual Report will be my last for RFDS Victoria. After  
six years in the role, I have made the decision to step down 
at the AGM in November. 

I am very proud to have been part of this incredible 
organisation. RFDS Victoria has, with the invaluable support 
of our staff, donors, partners and supporters, expanded 
its services to provide more support and better access to 
many across the state. In that time, we have launched four 
new services and expanded into 21 new communities. In 
the process, our annual patient contacts have increased by 
more than 400% while our annual patient transports have 
increased by almost 250%. 

It takes many people to enact meaningful change, and 
I would like to thank every staff member, donor and 
supporter who has been here in my time with the Flying 
Doctor. Long may you continue to support this wonderful 
organisation. 

I would also like to pay credit to all the Directors I have 
worked with over my time with RFDS Victoria. Your vision, 
expertise and guidance has made a wonderful contribution.  

Denis Henry, RFDS Victoria Chair

We even managed to launch a new service. Flying Doctor 
Memory Lane has been many years in the making and 
to bring it to reality amidst all of the lockdowns was 
exceptional. The service – which offers people in end-
of-life care the opportunity to revisit a place of personal 
significance – is another example of RFDS Victoria using  
its strengths to fulfil an unmet need with compassion  
and dignity. 

Personally, the pandemic has reinforced my belief that most 
people want to, and will do, the right thing. The way our 
staff and our partners and the communities we serve have 
worked together has been a revelation in the positivity and 
optimism of human nature.  

Concurrent with these significant increases in health and 
transport services, it has been a year of hard work behind 
the scenes. Office closures and openings, cancellations of 
elective surgeries, backlogs of cancelled dental and general 
practice appointments created challenges to normal 
operations, while future-proofing our internal systems and 
processes, governance and data management were major 
projects for the betterment of the organisation. These 
initiatives ensure that RFDS Victoria can continue to meet 
the demands of a changing health care landscape and the 
pressing needs of our rural and remote communities. 

As we look to a life beyond COVID, I am very proud to 
reflect on what we have achieved under such difficult 
conditions, and take confidence that those same strengths 
of adaptability and commitment will enable the Flying 
Doctor to “go even further”.  

Scott Chapman, RFDS Victoria Chief Executive



10 years of growth at RFDS Victoria >

2020 20212018201620142012 20192017201520132011

June 2020 
At the frontline of 
COVID transports 

across Victoria  

October 2020 
RFDS Victoria Air 

Operations move to 
historic Hangar 85 at 

Essendon Fields 

May 2021 
Flying Doctor 
Memory Lane 

launched, offering 
people in end-of-
life care a chance 
to reconnect with 
a place of personal 

significance 

June 2021
Support for COVID 
vaccination clinics 

at request of 
government 

August 2018 
Mantle, RFDS Victoria’s 

custom-made 
Telehealth platform 

launched 

August 2018 
Flying Doctor 

Community Transport 
launched in Heathcote, 

offering free 
transport for medical 

appointments  

February 2018 
Flying Doctor 
Support Crew 

launched to build 
our community of 

donors 

July 2018  
Flying Doctor 

Speech Therapy 
launched offering 
specialised local 

service for children 
with speech 
difficulties

February 2016 
Flying Doctor Dental 

launched its first 
mobile truck, offering 

full service dental 
treatments in the 

community

July 2016 
RFDS Victoria Strategic 

Plan, Vision 2020, 
launched  

January 2014 
RFDS Victoria assumes 
responsibility of Rural 
Women’s GP Service 

from RFDS South East 
Section

May 2014 
RFDS Victoria launches 

Diabetes Telehealth 
service  

April 2012 
MPC Road Operations 
launched to support 
existing Air Transport 

operations

August 2012 
Flying Doctor Dental 

launched offering 
screenings and 

treatments at fixed 
clinics 

February 2019 
Friends of RFDS (US) 
launched as a new 

supporter group 
based in the USA 

June 2017 
MPC Road Operations 

expand to NSW 

November 2017 
Flying Doctor 

Wellbeing launched 
improving access 
to mental health 

services for isolated 
communities

September 2015 
Traeger, RFDS Victoria’s 
custom-made booking 

platform for MPC 
operations launched

December 2015 
Flying Doctor Kids Club 

launched 

October 2013 
Flying Doctor Eye 
Care launched in 

Ouyen through fixed 
clinics and outreach 
visits to surrounding 

communities 

August 2011 
Flying Doctor 

Education Program 
launched offering 

school incursions with 
the flight simulator

September 2011
Give Them Wings 

Scholarships launched 
to support first year 
health care students 

from rural backgrounds 
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Major Achievements 2020/21 > 

communities can face additional barriers to 
access health care due to a geographically spread 
population and limited transport options. For some 
people, a deteriorating health concern or simple 
injury can make it impossible to drive at all. 

“The greatest cost to our health system is missed 
appointments,” says RFDS Victoria Chief Executive 
Scott Chapman. “For the people who are having 
to go for something like cancer treatments, they 
rely on their family to have to take a day off and 
come up from Melbourne to get them there, and 
so people just miss appointments. This service is 
designed to make sure that doesn’t happen.” 

Rochester is the second Victorian community to 
partner with the Flying Doctor for this service,  
which has been successfully running in Heathcote 
since 2018. 

Telehealth extends nationally  

RFDS Victoria has been a leader in providing 
specialist consults via telehealth to rural and remote 
communities since 2013. Our custom-built platform, 
“Mantle”, connects clients with a medical specialist 
via video call, and provides a high-quality alternative 
to a face-to-face appointment. 

This year, thanks to funding from the Federal 
Government, a revised version of Mantle was 
made available to all RFDS Sections. The project 
enables other RFDS Sections to use this secure 
infrastructure to support their own service delivery. 

While COVID-19 has highlighted the importance of 
telehealth during a crisis, Dr Melanie Trivett, RFDS 
Victoria General Manager of Primary Health Care, 
says that it’s important to remember the ongoing 
need for access to telehealth services in rural and 
remote areas. 

“The barriers of isolation and distance – and their 
implications when it comes to accessing health care 
– are not new to country communities. While top of 
mind due to COVID-19, it is important to remember 
that many rural and remote Australians face these 
issues every day,” says Dr Trivett. 

Flying Doctor Telehealth specialist  
service research   

Over the last three years, RFDS Victoria has been 
working with the John Richards Centre for Rural 
Ageing Research at La Trobe University to conduct 
an evaluation of the Flying Doctor Telehealth (FDT) 
specialist service. 

In June 2021, La Trobe University’s final report was 
delivered to RFDS outlining the evaluation findings. 
In a great result, the report found that: 

Flying Doctor Memory Lane  
officially launches  

On Monday, 24 May 2021, our brand new service, 
Flying Doctor Memory Lane was officially launched 
to a small group of supporters and stakeholders at  
a special event in Richmond. 

Memory Lane is a free service that supports people 
in end-of-life care to visit a place of personal 
significance. Transports are facilitated by volunteers 
from within RFDS Victoria’s Mobile Patient Care 
service, and utilise purpose-built vehicles to ensure 
clients reach their moment safely and comfortably. 

The event took place during National Palliative Care 
Week in Melbourne, and included messages from 
RFDS Victoria Chair Denis Henry, Chief Executive 
Scott Chapman and Palliative Care Victoria CEO, 
Adjunct Associate Professor Violet Platt.  

It was also an opportunity to unveil Memory Lane’s 
two custom-built transport vehicles. These vehicles 
have been specifically designed to feel less clinical 
than the regular patient transport vehicles. These 
vehicles were made possible by the generous 
support of our service partners Amtek, Interleasing, 
Label Concepts, Stryker, ARB and WheelEez. 

Expansion of services   

Despite the challenges of COVID-19, and the need 
to adapt and even pause some of our operations, 
we were incredibly proud to be able to expand two 
of our health care services to better support remote 
and rural communities. 

In partnership with Inglewood District Health 
Service and East Wimmera Health Service, Flying 
Doctor Speech Therapy expanded to the Loddon 
and Buloke Shires in early 2021, enabling families 
in the communities of Inglewood, Wedderburn, 
Bridgewater, Charlton, Donald, Wycheproof and 
Birchip to more easily access speech pathology 
services without charge.  

“Health and education providers in our region 
have long recognised the importance of speech 
pathology support in the early years setting,” says 
EWHS Chief Executive Officer, Trevor Adem. “To 
now be able to access this type of service will 
deliver great outcomes for local families.” 

Additionally, the highly successful Flying Doctor 
Community Transport expanded to the Central 
Victorian community of Rochester in early 2021.  

Flying Doctor Community Transport provides 
eligible clients with free transport to health 
appointments and social support group sessions. 
The service recognises that people in rural 

•  The FDT specialist service has been successful 
in its expansion to reach and increase access to 
specialists for rural communities. 

•  The FDT specialist service was associated with a 
reduction of acute healthcare utilisation, which, 
with ongoing service development may translate 
into substantial cost savings to the healthcare 
system. 

•  Utilisation and costs of primary care services 
increased, indicating that patients were managed 
in the community by their primary care providers. 

•  The findings suggest that FDT specialist services 
promotes better engagement with primary care 
services and leads to patients accessing new 
and different types of care to improve health and 
wellbeing. 

National Standards accreditation  
for Flying Doctor Dental    

In early April 2021, the Flying Doctor Dental Clinic 
achieved National Safety and Quality Health Service 
Standards (National Standards) accreditation under 
the second edition of the Standards. Notably, the 
assessor passed this service without issuing any 
recommendations. 

“This is an outstanding result for a service being 
assessed for the first time,” says Cassie Moore,  
RFDS Victoria Quality and Impact Manager. 

The service was assessed against the same 
Standards used for hospital clinics, so this result 
highlights our dental team’s dedication to patient 
safety and delivering a high quality service. It also 
emphasises our organisation’s commitment to 
teamwork and cooperation, with our Dental and 
Quality teams collaborating seamlessly to bring 
about this successful outcome.  

Award for Bushfire Counselling service   

A partnership between Relationships Australia 
Victoria (RAV) and Royal Flying Doctor Service (RFDS) 
Victoria was recognised in late 2020 when it was 
awarded the Integration & Partnerships category 
at the 2020 Gippsland Primary Health Awards. 
This award acknowledges our collaborative work 
in delivering the Bushfire Counselling and Support 
Service to communities across East Gippsland. 

The Gippsland Primary Health Awards has been 
developed by Gippsland Primary Health Network 
(PHN) and aims to recognise and honour individuals 
and teams who work together to bring better health 
to the Gippsland region. 

RFDS and RAV formed a partnership in a year 
full of challenges. Working together, and funded 
by Gippsland PHN, RFDS and RAV have ensured 
mental health and wellbeing support was provided 
to individuals, families and frontline personnel who 
were affected by the East Gippsland bushfires. 

Support in the COVID crisis   

RFDS Victoria’s expertise in patient transport and 
mobile health care was put to the test through 
the challenges of COVID-19. Under the weight of 
working in full Personal Protective Equipment (PPE) 
and ever changing regulations, our Mobile Patient 
Care (MPC) crews transported 1,839 confirmed 
or suspected COVID patients in the last financial 
year. This equates to an average of five transports 
every single day over the 12 month period, and 
peaked at an average of 16 transports per day during 
August 2020. It was also 80.1% of the total COVID 
transports RFDS Australia undertook nationally 
through that period.  

Offering further support to the government 
during the COVID-19 response, our MPC crews 
also conducted “farm gate testing” for remote 
communities to ensure quality testing for vulnerable 
members of the public – and most recently has 
been engaged to support COVID vaccination clinics 
across the state. 

Most Reputable and Most Trusted  

In 2021, RFDS was honoured to be named 
Australia’s Most Trusted Charity in addition to the 
mantle of Australia’s Most Reputable Charity. This is 
the first time ever that a charity has achieved both 
in the same year. Reader’s Digest deliver the ‘most 
trusted’ survey each year stating, “This year’s Top 20 
list is itself a narrative of what matters to Australians 
in 2021, with the top brands offering protection 
and comfort…And against the backdrop of this 
pandemic, it makes perfect sense that doctors, 
nurses and paramedics should headline our most 
trusted professions.”

RFDS credits this exceptional outcome to the hard 
work and character displayed everyday by thousands 
of RFDS staff members across the country as well as 
the community of volunteers and supporters who 
wrap around our teams to help us to deliver the best 
care when it’s needed most. 
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Our Operations > 

RFDS NATIONAL 
SNAPSHOT

23 
Air Bases

78 
Aircraft

167 
Road Service Vehicles

223,288 
Total Patient Contacts 16,027  

Episodes of Dental Care

40,298 
Aeromedical Retrievals

69,283 
Telehealth Consultations   

68,052 
Patient Road Transportations

22,625    
Primary Health Care Clinics 

1,599 
Staff Members

Our vehicle fleet

RFDS National  
flight path 

Going above and beyond  
for rural and remote communities 
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Boonie Doon

Mallacoota

Figtree (Illawarra) (NSW)

Gundagai (NSW)

Launceston

Royal Park

Mitcham

Mornington
Morwell

Bairnsdale

Kyneton

Bendigo

Warrnambool

Essendon 

Bankstown (NSW) 

Omeo Valley

Foster

Balranald (NSW)

Shearwater (TAS)

RFDS SERVICES

Rural Womens GP Service

Flying Doctor Dental Clinic

Mobile Eye Care

Flying Doctor Telehealth

Flying Doctor Wellbeing 

Flying Doctor Speech Therapy

Flying Doctor Community Transport

Doctors in Secondary Schools

Bushfire Councilling & Support Service

RFDS Health Group

MPC Bases

Taree (NSW) 

Ballarat

Daylesford

Colac

Irymple

Stratford 

Wendouree
Casterton

RFDS Victoria Primary  
Health Care  

17,304 
Patient Contacts

27,875 
Hours of Travel Saved for 

Patients and Clients 

RFDS Victoria Mobile 
Patient Care 

67,854 
Patients Transported  

by Road

1,839 
Transports for 
Suspected or 

Confirmed 
COVID-19 Patients 26 

Road & Air Bases

561 
Patients Transported by Air

Our services 

3,789 
Flying Doctor Wellbeing 

Consultations

4,559 
Flying Doctor 

Community Transport 
Journeys 

2,279 
Flying Doctor Dental 

Treatments

2,945 
Flying Doctor Telehealth 

Consultations

209 
Flying Doctor Eye Care 

Consultations

2,872 
Flying Doctor GP 

Consultations

651 
Flying Doctor Speech 

Therapy Consultations

Our Operations (continued)

RFDS VICTORIA 
SNAPSHOT 

RFDS Victoria Service Map  
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Revenue Distribution > 

WHERE IT COMES FROM 
RFDS Victoria is a not-for-profit organisation and relies 
heavily on fundraising, bequests and donations from  
the community to deliver essential health care services.

WHERE IT IS APPLIED  
RFDS Victoria delivers a range of tailored services 
responding to growing community needs. Providing rural 
health care services comes at a cost but our clinicians  
and specialists are determined to reduce the disparity  
in access to health care.

7% Support Services 

3% Promotion and 
Communications

6% Direct Fundraising 

81% Service Delivery 
(Primary Health Care and 

Mobile Patient Care)

$53.2m
20% Donations & 

Bequests  

4% Commonwealth 
Funding

5% Investment & 
Other Income 

6% JobKeeper 
Funding 

24% Commercial 
Funding

1% State Government 
Funding

$56.9m

40% Fee for Health  
Care Services

3% Voluntary Jobkeeper  
Repayment

COVID-19 RESPONSE FUNDING 
Thank you to federal, state and territory governments, 
as well as corporate partners and individual donors, for 
providing additional funds for RFDS to respond quickly  
and effectively to the COVID-19 pandemic.
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Our team > 

Diversity & Inclusion 

As a health organisation dedicated to supporting a 
broad range of communities across metropolitan, 
rural and regional Victoria, diversity and inclusiveness 
is essential to the ongoing function of our services. 
The Diversity Working Group continues to champion, 
progress and monitor how inclusion and diversity is 
integrated with and underpins all aspects of RFDS 
Victoria’s work. 

Understanding not only who our communities 
are, but who our people are and how they lead is 
essential to our continuous growth as a modern and 
future-focused charity. Gender equity has always 
been a priority for RFDS Victoria and we are proud 
to reflect on the gender balance achieved across 
executive and management teams as well as the 
‘bench strength’ at RFDS Victoria which has enabled 
a number of internal promotions.  

Throughout 2020/21 we have delivered initiatives 
in support of reconciliation for First Nations people 
within RFDS Victoria as well as work to better 
understand the health care needs of Aboriginal 
and Torres Strait Islander peoples living in Victoria’s 
most remote regions. The process of seeking 
understanding included members of the Executive 
Leadership team, Operational Management team, 
Communications team and Diversity Working 
Group attending Cultural Safety Training facilitated 
by the Victorian Aboriginal Community Controlled 
Organisation (VACCHO). 

This work allows us to progress towards the 
delivery of a comprehensive Reconciliation Action 
Plan and an Aboriginal and Torres Strait Islander 
Employment Strategy that will help RFDS Victoria to 
play an impactful and meaningful role in improving 
accessibility of health services to Australia’s First 
Nations peoples. In the next financial year we will 
continue to foster our formal partnership with 
VACCHO to take a co-design approach to service 
design, implementation and evaluation. All RFDS 
Victoria staff, volunteers and board members will 
participate in cultural learning activities to support 
diversity and inclusiveness which will be reflected  
in the services we deliver.  

Lockdowns, remote working and other challenging situations created 
by the ongoing COVID-19 pandemic have influenced what 2020/21  
has looked like for RFDS Victoria. 

Despite this, it is our people – our remarkable team who are the heart  
of our organisation – who have stepped up and overcome adversity 
time and time again. As a charity with people and community front  
of mind in everything we do, naturally it has been our staff that define 
our successes and continuous growth. 

At RFDS Victoria we have strived to make considered and structured 
decisions in how we support our staff and help further their 
development and growth along with our own as an organisation  
this 2020/21 financial year. 

Expansion and new starters  

In 2020/21 RFDS Victoria expanded a number of 
our services and secured several major contracts 
which has seen a significant drive in recruitment to 
fill newly created positions.  

This includes additional roles to advance Flying 
Doctor Dental Clinics, mental health programs and 
Community Transport services.  

We also experienced growth in the Mobile Patient 
Care teams across Hume and Southern NSW to 
support contracts in Gundagai, Tumut, Narrandera, 
Corowa and Deniliquin.

A key part of our work has revolved around 
facilitating a positive experience for candidates 
and new staff members. We have refined our on 
boarding process through the implementation of 
software called My Recruitment Plus, which has 
been used to on board approximately 132 of the 158 
new staff who joined our organisation in 2020/21.   

As we look towards a brighter 2022, clearly defined 
processes will create efficiencies by reducing time 
to recruit and on-board whilst ensuring we recruit 
the right people to meet the growing demand for 
our services.  

Staff growth & development 
While COVID-19 has impacted the way in which we 
support development and training opportunities for 
staff, it has not stopped or hindered it. 

In 2020/21, three staff were promoted into 
managerial positions and there were a further 28 
staff promotions into higher responsibilities and 
scope of practice. 

We also hold strong partnerships with education 
providers across Victoria and have been able to 
support more than 400 student placements within 
our Mobile Patient Care crews in the 2020/21 
financial year.  

As we head into 2022, recruitment, staff growth and 
development remain a key focus. The foundations 
we have built through refining our systems and 
processes will hold us in good stead to further 
support our staff in coming years. We intend to 
invest in learning and development programs 
through the identification of career progression 
pathways, introduction of development plans, 
and implementation of succession planning 
methodology. 

Our people are at the heart of what we do and their 
development as professionals and leaders plays 
a critical role in how RFDS Victoria delivers on its 
strategic objectives over the next five years. 

Promotions

Strengthening our relationship with  
First Nations people 

Our Workforce

Female: 333

Male: 278

Female: 16 

Male: 15

Managerial Roles
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Position Female Male Total 
   Employees

Chief Executive 0 1 1

Executive Leadership Team 4 2 6

Operational Management Team 9 9 18

Regional Managers 9 3 12

Team Leaders 2 0 2

TOTAL 24 15 39



Our team (continued)  

Volunteering in focus 

As a charity, our people are already naturally altruistic 
and have a mindset focused on helping others. 

The expansion of our Community Transport 
service to Rochester and Heathcote as well as the 
introduction of our new Flying Doctor Memory Lane 
service this financial year, has seen volunteering 
opportunities increase in a number of ways.  

By the end of the 2020/21 financial year we had 
approximately 34 Community Transport volunteers, 
with further opportunities opening up going into 
2022 as we look to expand that service further. 

Following the launch of our Flying Doctor 
Memory Lane service in May 2021, we have also 
been inundated with expressions of interest from 
interested volunteers, with more than 70 staff eager 
to support this service. 

Importantly, it is the generosity of many of our  
front line Mobile Patient Care staff that saw Flying 
Doctor Memory Lane evolve from a concept to a 
very real and operational service in 2021, with RFDS 
staff undertaking the service’s first transports in  
a volunteer capacity. 

In supporting staff members’ personal wellbeing, 
in 2020/21 we also engaged a new Employee 
Assistance Provider (LifeWorks). While our existing 
EAP program has supported staff effectively for 
many years, we acknowledged the impacts of 
COVID-19 were far greater and more complex 
than we could have thought. The opportunity that 
LifeWorks presents is through its diverse range of 
resources, from videos and fact sheets through to 
its confidential helpline for staff and their families, 
as well the flexibility in how staff can engage with 
them, including via the dedicated mobile app.  

Since the launch of the service, 30% of staff have 
engaged with the available activities and online 
resources – showing the need for these services  
not just for the short-term but for the future too.  

Prioritising engagement and support frameworks 
into the future 
This financial year, we undertook our annual 
Employee Engagement Survey. The results and 
feedback from our people highlighted a number 
of truths about the impact of COVID-19, the literal 
and figurate distance that remote working creates, 
plus the high-pressure environment currently 
experienced in health service delivery. 

It also identified several areas where RFDS Victoria 
as an organisation needed to make real, impactful 
changes to support our people. As part of this 
work, we have implemented a long-term strategy 
and action plan to introduce short and long-term 
changes that support the wellbeing of our people. 
This includes: 

•  Wellbeing support initiatives, including mindfulness 
and high-performance coaching sessions 

•  Structured staff recognition program to celebrate 
the hard work of our team 

•  Creating defined professional development 
pathways and development plans 

•  Review of our people resources to help us deliver 
our commitments outlined in our Business Plan 
and Strategy 2025 

Wellbeing support and engagement 

Throughout this year, our people and their 
wellbeing have been heavily impacted by the 
ongoing challenges COVID-19 poses. Lessons 
learned from the previous financial year have 
equipped us with the knowledge to help support 
our people to manage the impacts of COVID-19, 
particularly as the vast majority of RFDS Victoria staff 
work in a frontline health care capacity and see the 
ongoing effects of this pandemic on a daily basis. 

Better support through flexibility 
As a key first step, we undertook a revision of our 
Flexible Work Arrangement Policy, giving staff more 
freedom to look after themselves and their loved 
ones, foster a positive work-life balance and support 
them in a challenging remote-working environment. 
This work has helped create the basis for future 
projects exploring staff leave entitlements and how 
those can be adapted to suit our evolving working 
environment. 

The work done to further explore the issues 
impacting our staff members’ wellbeing and provide 
effective support frameworks is ongoing, but lays  
the groundwork for RFDS Victoria to adapt to a post-
COVID-19 world. This also incorporates ongoing 
work to explore and review staff leave policy and 
options, as well as our organisational structures; 
establish ongoing wellbeing initiatives and support  
to ensure our remarkable team is front of mind as 
we emerge from a challenging few years. 

RFDS Victoria Annual Awards 

2020 Bernice Jenkins Volunteer Award  
– Mark Jeavons and Willie Laird
This award is named after one of the Flying Doctor’s 
longest serving, inspirational and most influential 
volunteers, the late Bernice Jenkins who received 
an Order of Australia for her services to charity. 

In 2020, we announced joint winners of the  
Bernice Jenkins Volunteer Award: Mark Jeavons  
and Willie Laird.

Both Mark and Willie are long-time volunteer 
drivers for the Flying Doctor Community Transport 
program, starting in December 2018. Not only have 
they undertaken hundreds of client trips each, they 
actively work to improve the program and its role 
in supporting community health for the greater 
Heathcote area.  

2020 Outstanding Contribution Award  
– Lauren Zappa
This award recognises and honours individuals  
who have made the most outstanding contribution 
to RFDS Victoria in the last year. 

Lauren Zappa joined RFDS Victoria in February 2018 as 
Health Services Manager, leading the implementation 
and growth of the Flying Doctor Wellbeing and Flying 
Doctor Speech Therapy services.

When Lauren started, the Wellbeing service had five 
locations, one clinician and 54 occasions of service, 
expanding in 2020 to 20 locations and 14 clinicians, 
providing more than 2,600 occasions of service. 

Lauren’s contributions have resulted in significant 
benefits to RFDS Victoria, through funding, partnerships, 
service expansion and brand awareness.
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Our stories >

OVERCOMING THE BURDEN OF DISTANCE

For people living in remote and rural communities, accessing specific 
health care can require travelling many hundreds of kilometres. Whether 
it be by taking health care to communities, providing services remotely, 
or transporting people to the health care they need, we are removing 
the burden of distance. 

Providing local speech therapy  

In early 2021, RFDS Victoria partnered with the 
Inglewood and Districts Health Service and East 
Wimmera Health Service to expand the Flying Doctor 
Speech Therapy service to Victoria’s Loddon and 
Buloke Shires, bringing local families some much 
needed support for their children.

“Speech pathology has not been easy to access 
across these two shires. It’s a really vast area, with 
lots of towns and a lot of kids,” says Flying Doctor 
speech pathologist, Georgia Bartels, who is based  
in Inglewood. “It’s a service that’s been wanted  
and lobbied for a long time. So it’s exciting for 
everyone involved.”

One such parent, Kate, feels an extreme sense 
of relief to know that her eight-year-old daughter 
Amaya can now access speech therapy services, 
right in their own community.

“We were going into Bendigo, and there was 
nothing wrong with the speech pathologist that we 
saw there – she was a lovely lady,” says Kate. “But 
the car ride, the anxiety of the half an hour thinking 
about what we’re going to do. It wasn’t working.”

Georgia adds: “They’re spending an hour and a half 
in a car to get to the service. And then the speech 
pathologist is hoping to have a focus engaged  
child for that time. That’s not always the case. 

“Towns like Bendigo and Swan Hill, they’re chunks 
out of your day to drive to, and there’s also a waitlist. 
So when you’re already behind the eight ball by 
being in a rural community that doesn’t have access 
to a local service, to join a waitlist in a town that’s 
an hour and a half away, that’s not something that 
people feel they can possibly fit into their lives.”

By enabling a speech pathologist to be based right 
in the community, the Flying Doctor has ensured 
that kids like Amaya don’t fall behind their peers.

“This year having Georgia it’s been amazing. We’ve 
had someone five minutes away, we’ve seen major 
improvement in more than just in her confidence,” 
says Kate. “I feel like the service should be 
everywhere for any child that needs help. It should  
be everywhere. There are kids out there that need 
help and we need someone to come and help us.”

For Georgia, it’s a privilege to be the one providing 
this service to the towns of Inglewood and beyond.

“I was born and raised in the Loddon Shire,” 
says Georgia. “I feel really fortunate to have the 
opportunity to give back to communities that  
gave so much to me when I was growing up.”

Jason is a trusted member of Flying Doctor 
Wellbeing – RFDS Victoria’s free mental health 
service that is accessible to a number of rural and 
remote communities across the state.

Over the years, Jason has endured his own personal 
trauma, yet he credits these life experiences 
with allowing him to connect to his clients 
today, particularly those within the many farming 
communities scattered across the state of Victoria.

“One of my favourite ‘thriving things’ is that I also 
combine my life experiences with my formal 
training in psychology and my background in 
farming. They actually all go together very well.”

It is through primary health services like Flying 
Doctor Wellbeing that RFDS Victoria has been able 
to evolve and keep meeting the needs of rural and 
remote Victorians. We still travel to the farthest 
reaches of Australia through our extensive fleet 
of aircraft, but what sets our teams apart is the 
work they do when they’re not flying. Even when 
they’re based in another state, like Jason is, our 
crew ensures every Victorian in rural and remote 
communities receives the finest health care, no 
matter where they call home.

“Even in the face of adversity, I like to assist people 
to remain clear that there are still things within their 
control that are needed to keep them and their 
families strong,” says Jason. “With Telehealth, there 
is not even a need to leave the farm to get the 
support they need.”

Help from far and wide  

Jason Gowlett lives on and runs a farm in Queensland, 
near Bundaberg, but he also works remotely as a 
Mental Health Clinician with RFDS Victoria.

“Technology means that distance is becoming less 
of an issue for providing help to rural and remote 
regions, which is great for all those people who  
live in small towns or in the country,” says Jason. 
“They do not miss out and can have a ‘home 
delivery’ service!”
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Our stories (continued)

A Flying Doctor legend   

Ray Conway and his wife Rose are RFDS Victoria’s 
longest serving volunteers. They started out stuffing 
envelopes, and selling raffle tickets at caravan 
shows and agricultural days, and attending events as 
representatives of the charity. In more recent years, 
Ray was an invaluable part of the Flying Doctor 
education program, keeping the life-sized Flight 
Simulator safe and sound. Quite often, he joined 
education manager Tom Ryan on the road, touring 
primary schools from East Gippsland to the Mallee. 

“When we were on the road, I always felt like he had 
my back,” says Tom. 

“And he loved a chat,” Tom laughs. “I remember 
one time we were out on the road, and I needed 
a rest, so Ray took over driving. He was chatting 
away about something, and I dozed off. I came to 
a bit later, and he just goes, ‘I think you fell asleep 
there, mate’, and then just kept talking! He could talk 
under water, this bloke.” 

For Ray, the best days of the year volunteering with 
the Flying Doctor were the Variety Club days. 

“We’ve had some beautiful experiences with those 
kids and the mums and dads, and that’s one we 
really look forward to doing, you know,” Ray told 
us earlier this year. “We get some of the kids up 
into the Simulator, put them in the seat and put the 
headphones on, and the looks on their faces…it’s 
worth a million dollars.”  

Sadly, Ray passed away this September. He will 
be remembered by all at RFDS Victoria as a kind, 
charitable and immensely passionate member of 
our community. 

“Ray taught me how to back a trailer, how to fix 
stuff, how to be on time, how to take your time, not 
to panic, be kind to others and to back yourself,” 
says Tom. “He could pull out a dent in a car, knock 
up a set of shelves, change a tyre and spray paint 
the draw bar of the Simulator – all before lunch! 

“He’ll be sorely missed, though his memory will live 
on through my stories to the kids and of course 
through the Simulator, which is aptly named  
after him.” 

Scott Chapman, RFDS Victoria’s Chief Executive, 
notes that Ray and Rose volunteered at RFDS 
Victoria for longer than he himself has been with the 
organisation. And during this time, they became true 
staples of the organisation. 

“Ray and Rose feel that they are members of the 
RFDS family,” says Scott. “And it is our responsibility 
to ensure they are not forgotten. He and Rose are 
both important to RFDS. Important to everyone.”

Vehicle breakdowns are very rare for the MPC 
fleet, but when they do happen, plans have to 
be formulated quickly, as patients are usually far 
from home. In this instance, the team back at 
the Warragul base got to work coordinating a 
replacement vehicle; meanwhile, Jiddo and Tanika 
took this opportunity to spend some quality time 
with their patient. 

“We wandered down the road to get lunch, we 
watched the helicopter come and land, we watched 
the dogs play in the park, and we just sat around and 
talked,” says Jiddo. 

“It was really good for Tanika because she got to 
learn a lot about the patient’s condition. She was 
a wheelchair user with fibromyalgia, so we talked 
about what her life is like, and what it’s like being in a 
wheelchair. It was nice for Tanika to be able to bond 
with this patient on a personal level.” 

Eventually, a new truck arrived, and they made their 
way on to Traralgon.   

“The patient was very happy that we could actually 
keep her company and that she wasn’t just stuck in 
a waiting room or left to her own devices for three 
hours,” says Jiddo. 

While our crews are exceptionally talented when it 
comes to patient care, it is actually in moments like 
this – during an unexpected three hour delay at a 
hospital – that our staff set themselves apart. 

“One of the highlights of my job is that you get to 
talk to everyone,” says Jiddo. “And it’s not always,  
‘How’s the weather?’ It’s much more interesting stuff. 

“I’ve always thought that the number one thing 
that you need [in this job] is the ability to be able 
to communicate and to talk to anyone. You know, 
you can teach someone clinical skills and clinical 
knowledge and how to follow guidelines. But you 
cannot teach people how to talk to another  
human being.” 

Being able to strike up a conversation with a patient, 
show empathy and forge a genuine connection with 
a virtual stranger are all essential traits of MPC team 
members, as they ensure that even with a broken 
down vehicle, our team can provide exceptional care. 

Care when it counts  

Working with the Flying Doctor’s Mobile Patient 
Care (MPC) service, you have to be ready for 
whatever your day may bring and wherever your 
shift may take you. Operating out of 19 road bases 
located around Victoria, our team transports 
patients far and wide, with our fleet of more than 
100 vehicles transporting almost 68,000 patients 
this past financial year. However, as Ambulance 
Transport Attendant (ATA) Jiddo Schaff knows all  
too well, some days you also have to be ready to  
go absolutely nowhere. 

Earlier in the year, Jiddo was tasked with picking 
up a patient from the Alfred Hospital in Melbourne 
and taking them back home to Traralgon. On this 
particular transport, Jiddo was accompanied by 
Paramedic student Tanika Moore, who was eager  
to see how a routine patient transportation such  
as this took place. 

“Of course, we rock up, and the truck dies,”  
says Jiddo. 

GOING FURTHER

Great health care should be accessible to all, no matter where you live. 
Through our agile services, dedicated staff and amazing volunteers, we 
are always going further to provide people with the quality health care 
and wellbeing services they need to thrive.   
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When reflecting on what it was like to work 
with a wide range of service providers over this 
period, Robyn notes how touched she was by the 
camaraderie she experienced.

“It was beautiful. There was no, ‘I’m better suited 
to do this job’ or ‘Why are you doing that, not me?’ 
And we didn’t even have an agreement about it…it 
just sort of evolved organically.”

We believe that local knowledge is essential to an 
effective health care service, and we rely on strong 
partnerships like these exhibited in East Gippsland to 
ensure we are providing our communities with the 
care they truly need. 

Working together to rebuild  

As a Bairnsdale local for some 25 years, psychologist 
Robyn Smith felt it was her responsibility to help 
the East Gippsland community to recover following 
the Black Summer bushfires of 2019/20. So, in 
July 2020, she decided to join the Flying Doctor 
Wellbeing team to specifically work within our 
Bushfire Counselling and Support service. 

This special program sees Robyn and the Flying 
Doctor working in collaboration with Relationships 
Australia Victoria (RAV) to support bushfire affected 
communities in East Gippsland. Robyn’s focus has 
been on supporting the communities of Mallacoota 
and Cann River, with her skillsets as a psychologist 
making her an invaluable asset during the one year 
bushfire anniversary period in late 2020.

“Anniversaries can be really tricky times for people,” 
says Robyn. “We probably started talking in 
September about what we were going to do for  
the anniversary. What kind of psychological  
supports are people going to need?”

The decision was made to launch a coordinated 
mental health response over the bushfire 
anniversary, with RFDS teaming up with Bushfire 
Recovery Victoria, East Gippsland Shire, Red Cross, 
Salvation Army and local welfare agencies to 
provide face-to-face support.

During a three week period over Christmas and 
the New Year, Robyn spent her mornings at 
the Mallacoota District Bushfire Recovery Hub 
conducting formal sessions – both with existing 
clients and those who were triggered by the 
anniversary – and the afternoons walking around 
the community with the Red Cross, striking up 
conversations with people who for their own 
reasons had chosen not to seek formal help.

Helping children smile  

Since December 2019, the Flying Doctor has been 
a part of the Smile Squad school dental program – 
an initiative of the Victorian Government to bring 
free dental care to all Victorian public primary and 
secondary schools. 

While COVID-19 lockdowns and restrictions severely 
impacted the program in the last financial year, our 
dental trucks were still able to hit the road and visit 
a total of seven schools from February to May in 
2021. This included Buchan Primary School in East 
Gippsland, Nullawil Primary School in the Mallee and 
Charlton College in the Wimmera, which has a total 
of 29 students in 2021.

The Flying Doctor is incredibly proud to be one 
of Smile Squad’s dedicated partners, as our 
involvement in this program allows us to help 
ensure that children, no matter where they live, 
can access free dental care in their own town. 
It is through partnerships like this that we as an 
organisation can do more for the communities 
we serve, as we pair our skills and experience in 
providing high quality mobile health services with 
the vison and reach of the Victorian Government. 

“The Flying Doctor Dental team was flexible and 
accommodating, and we really appreciated the 
fact that new students to the school could sign 
up for the 2021 program, even though they were 
not enrolled when we initially signed up with [the 
program],” says Natasha Saunders, the Student 
Wellbeing Coordinator at Charlton College.

“The fact that you were so self-sufficient was also 
greatly appreciated.

“Thanks for all that you did to support our students 
and families, who otherwise may not have been able 
to access dental services for a range of reasons.”

Smile Squad is accredited to all relevant National 
Safety and Quality Health Service (NSQHS) 
Standards, and is overseen by the Department of 
Health, the Department of Education and Dental 
Health Services Victoria to ensure the program is 
delivered safely.

WORKING BETTER TOGETHER

Delivering the best health care solution requires utilising the best 
partners. Many of our services are built on partnerships with local 
providers, industry leaders, peak associations and governing bodies  
to ensure we are connecting people with the best possible care.   
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Along the way they stopped at AJ’s favourite fish 
and chip shop as well as her favourite cake shop in 
Anglesea and then took her to the beach where she 
met up with a couple of local friends. 

“On the beach you could see AJ absorbing her 
surroundings, every sound, sight and smell. Seeing 
AJ reconnect with this beautiful location in Anglesea 
was nothing short of a miracle,” Sharon says. 

“I am not sure it is possible to articulate the 
significant impact this experience had for AJ and 
her family and friends. I doubt anyone other than 
the Flying Doctor could have pulled this off,” Sharon 
explains. 

Sadly, AJ passed away just a month later, but for 
Sharon, the journey helped to make an impactful 
difference in AJ’s final days. 

“For people like AJ, it is an unspoken expectation 
that each day will be harder than the last, where your 
best days are behind you. RFDS Victoria changed this 
story for AJ.” 

The memory of a lifetime   

For people in palliative care, a simple chance 
to reconnect with their lives – to visit a place of 
personal significance, feel the breeze of the seaside 
or even to be surrounded by loved ones – in their 
final days can mean the world.  

For Amanda Jessup, affectionately known as AJ, this 
was the beach of her childhood.  

“Many conversations came back to the one place – 
Point Roadknight beach in Anglesea. When AJ spoke 
of this particular beach, her voice would change; it 
was as though she could smell the sea as we talked,” 
explains AJ’s close friend Sharon Tooley. 

In 2018, AJ was diagnosed with metastasised breast 
cancer. Although she had initially beaten the disease, 
it returned to her bones and her stomach leaving her 
with a devastating prognosis. In December 2020, AJ 
was restricted to a wheelchair and by April 2021, she 
entered palliative care. 

AJ’s friends wanted to give her that chance to visit 
Point Roadknight beach and let her soak up the sun, 
memories and her love of the place once again. 
However, the journey from AJ’s home in Eltham to 
Anglesea seemed an impossible task. 

“It had been two and a half years since AJ had felt 
the sand between her toes. The days where she 
could sit in a car for more than 15 minutes were 
behind her,” Sharon says. 

Looking for a way to help fulfil AJ’s wish, Sharon 
was soon connected with the Royal Flying Doctor 
Service Victoria and its brand new service, Flying 
Doctor Memory Lane. 

Launched in May 2021, Flying Doctor Memory Lane 
is a free service that supports people in end of life 
care to visit a place of personal significance. It is 
intended to not only bring joy to the patient, but to 
also ensure beautiful memories for their family and 
friends. 

Memory Lane transports are facilitated by volunteers 
with frontline responder or health care experience 
and utilise purpose-built vehicles to ensure clients 
reach their moment safely and comfortably. 

For AJ, the dream to visit Anglesea quickly became 
a reality and she was booked in for a Flying Doctor 
Memory Lane transport in June. 

AJ was picked up by Flying Doctor Memory Lane 
volunteers Pat Bliem and Adam Appleby in one of 
the custom-built Memory Lane vehicles which also 
allowed for Sharon to ride with AJ. 

Connecting locals in more ways than one   

Since launching in 2018, Flying Doctor Community 
Transport has become a crucial service for 
Heathcote and, more recently, Rochester locals. 
The team of dedicated volunteers and strong 
partnerships with Heathcote Health and Rochester 
& Elmore District Health Service has ensured 
that people who need assistance can still access 
their medical appointments in and around town. 
However, the service has proven to be just as 
successful at keeping people socially connected 
within their community. 

“There is a social support group here in town, and 
people really look forward to being able to get out 
of the house, and go up there for social support,” 
says volunteer driver Greg, a Rochester local since 
1973. “During lockdown, it’s very tough on them as 
they’re stuck at home. So they love it when they 
can get out of the house again and go to the social 
support group. And we’re the ones that transport 
most of them there.”  

While many people understand the geographical 
isolation felt in some small rural towns, this social 
isolation that typically goes hand in hand can 
sometimes go unnoticed. As volunteer driver Peter 
notes, “I’ll pick up a client, and they’ll say, ‘You’re the 
first person I’ve seen all week’.” 

It is because of the Flying Doctor’s commitment 
to promoting better physical, mental and social 
health that the Community Transport program was 
designed to not only help people access health 
care and medical appointments, but social support 
groups as well. 

“It was the best thing that ever happened!” says 
Rochester local and Community Transport client, 
Meg. “I was paying so much money to get cars to 
take me to appointments before, and taxis to get 
me to Bendigo. I was first on board when they came 
out because I thought it was a wonderful thing.” 

Meg now uses the service to access Rochester’s 
social support group, and relishes the chance to 
head into town when she can. “Everybody loves 
the service and we all have fun,” she says. “They’re 
beautiful drivers.” 

Meg also notes the compassion shown by the 
drivers and program coordinators, who as local 
residents themselves, do everything they can to 
support the community. 

“When my late husband was very, very ill, they  
even took me to go see him because I couldn’t  
get there,” says Meg. 

“They were wonderful.” 

THE POWER OF SOCIAL CONNECTION 

Social connection is a vital component of overall health and wellbeing. 
COVID-19 has highlighted the major impact of feeling isolated, and the 
need to connect with family, friends and community. Our goal is to 
support people to meaningfully connect with one another through  
a range of initiatives and services.     
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RFDS Victoria Strategy >

The closure of financial year 2020/21 marks the beginning of a new 
strategic plan that will guide RFDS Victoria for the next four years.

Strategy 2025 outlines our role and priorities for the years ahead.  
It will guide our efforts to ensure that great health care is accessible  
to all, no matter where you live. 

Our strategy for 2021-
2025 outlines our role 
and priorities for the 
years ahead. It will 
guide our efforts to 
ensure that great health 
care is accessible to  
all, no matter where 
you live.

Our health, wellbeing and relationships are  
precious and all three are essential for individuals 
and communities to thrive.

Natural disasters and a global pandemic have 
tested our collective resilience, but these crises 
have also created opportunities for new levels of 
cooperation, as well as innovations in health care 
and the way we deliver our services. 

RFDS Victoria is here for remote, rural and 
regional communities. We break down barriers 
to accessing health care, wellbeing support and 
social connection.

OUR VISION 
Better health, wellbeing  
and social connection.

OUR PURPOSE 
We ‘go further’ to provide  
people with the quality  
health care and wellbeing 
services they need to thrive. 

OUR PRINCIPLES 
•  We believe that health inequity is unacceptable, and that all people  

have the right to access great health and wellbeing services.  

•  We will go where we are needed and to the hard to reach places 
through innovation, agility and responsiveness. 

•  RFDS Victoria is inclusive of all people and cultures and we value  
everyone’s contribution.  

•  We recognise and respect the expertise and resilience of rural and  
regional communities.  

•  We acknowledge and value the impact of our staff, donors and partners.  

•  We are committed to connecting communities with the care and 
support they need, and with one another. 

• Our services will always be of the highest quality.  

OUR IMPACT GOALS  

BETTER HEALTH AND WELLBEING  
We will reduce inequity in health care between rural 
and metropolitan communities and population 
groups. Our goal is to decrease preventable health 
conditions, to enhance recovery, to decrease mental 
ill health and reduce social isolation.  

We will do this by taking health care to communities, 
providing services remotely, and transporting people 
to the health care they need.   

BETTER PHYSICAL HEALTH  
Our goal is to decrease avoidable hospital admissions, 
increase health literacy and lower rates of chronic 
disease. While prevention is the sustainable future of 
health care, we will also support people to manage 
existing conditions.   

BETTER MENTAL HEALTH  
Our goal is to reach more people in rural and remote 
locations with our preventative and proactive mental 
healthcare services. We aim to reduce the stigma 
associated with accessing mental health support.   

BETTER SOCIAL CONNECTION  
Interactions and relationships with other people are 
a key factor in good health and wellbeing. Our goal 
is to better support people to meaningfully connect 
with one another through our services, RFDS 
community-based initiatives, volunteering, transport 
services, and donating to RFDS. 

BETTER HEALTH  
AND WELLBEING 

BETTER 
MENTAL
HEALTH 

BETTER SOCIAL 
CONNECTION >

BETTER 
PHYSICAL 
HEALTH 

3332    RFDS Victoria – Annual Report 2020-2021



RFDS Victoria Strategy (continued)  

OUR ORGANISATIONAL PRIORITIES >

IMPACTFUL 
SERVICES 

REMARKABLE 
TEAM 

TECHNOLOGY 
LEADERSHIP 

TRUSTED 
BRAND

POSITIVE 
PARTNERSHIPS 

SUSTAINABLE 
FUTURE 

IMPACTFUL SERVICES  
Our services are high quality and inclusive, and are 
guided by where they have most impact.

REMARKABLE TEAM  
Our teams are strengthened by a culture of 
compassion and excellence.   

TECHNOLOGY LEADERSHIP  
We use technology, data and analytics to enhance 
our work and improve health outcomes.   

TRUSTED BRAND  
We remain a trusted and treasured organisation  
and value our partners and supporters.   

POSITIVE PARTNERSHIPS  
Our partnerships are impactful, strong and  
mutually beneficial.  

SUSTAINABLE FUTURE 
We are financially and environmentally sustainable.
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Board of Directors >

Denis Henry – Chair    

Qualifications: B.Tech 
(Biotech), Grad Dip Acc., 
CPA, MCIPS, FAICD 

Experience: Denis has 
enjoyed a successful 
career which included 
establishing and for 18 
years operating as the 
Managing Director and then 
Chairman of Grosvenor 
Management Consulting. 
Denis was involved in 
the public and private 
sectors in sourcing and 
contracting, organisational 
transformation, operational 
centres of excellence and 
capability development.  

Between 2005 and 2013, 
Denis was a director of 
the Outdoor Education 
Group during which time 
he chaired the Finance and 
Audit Committee. 

Denis spent six years on 
the Board of not-for-profit 
residential aged care 
provider Doutta Galla Aged 
Services and chaired the 
Finance, Audit and Risk 
Committee. 

Denis is a member of both 
the Federation Board of 
Royal Flying Doctor Australia 
and its Finance and Audit 
subcommittee. 

Special responsibilities: 
Chair – People and Culture 
Committee  

Appointed: 10 June 2014

Robyn Lardner  
– Director      

Qualifications: BHSc (Mgt) 
(NSW), MHA (NSW), GAICD 

Experience: Based in the 
Wimmera, Robyn’s expertise 
covers retail, social justice 
and rural health; she has 
a nursing background and 
has worked as a Director 
of Nursing, Manager of 
Corporate Services and 
Commissioning Officer of a 
regional hospital. She has a 
long history of community 
service. 

Business Owner Regional 
Victoria. 

Western Victoria Primary 
Health Network, Advisory 
Council. 

Special responsibilities: 
Member – People and 
Culture Committee;  
Co-ordinator for Director 
First Program 

Appointed: 1 March 2011 

W Bernard Delaney  
– Director        

Qualifications: BA, Grad Dip 
Mgt. FAICD 

Experience: Bernie is an 
experienced company 
director and corporate 
advisor mainly in the 
manufacturing, mining  
and oil and gas industries. 

Director – DF Strategy  
& Advisory Pty Ltd 

Chair – RSPCA Victoria 

Member – RSPCA National 
Board 

Special responsibilities: 
Member – Finance Audit 
and Risk Committee 

Appointed: 22 March 2011 

J Marianne Shearer  
– Director          

Qualifications: 
MBLeadership (Change 
Mgt), Grad Cert Commercial 
Law, Grad Dip Bus, Grad Dip 
Computing, FAICD 

Experience: Serving 
metropolitan and rural/
regional communities 
Marianne is an experienced 
company director, senior 
executive and consultant, 
working with general 
practice, health services, 
education and training 
organisations. Marianne’s 
expertise in change 
management, workforce 
planning and data driven 
innovation is used to lead 
primary health care reform 
and design sustainable 
health solutions through 
successful partnerships  
involving diverse communities 
and numerous service 
providers. 

Chair – Community College 
Gippsland 

Board member – Omeo 
District Health 

Special responsibilities: 
Chair – Clinical Governance 
Committee; Board delegate 
to RFDS Federation 
Reconciliation Action Plan 
Steering Committee 

Appointed: 27 March 2019 

Michael Ben-Meir  
– Director          

Qualifications: MBBS 
(Hons), FACEM, eMBA, 
M.HlthEthics, Dranzcog, 
GCMA 

Experience: Associate 
Professor Ben-Meir is an 
Emergency Physician 
and has been Director of 
Austin Hospital Emergency 
Department (ED) since 
2020, and immediate past 
Director of Cabrini ED 
room 2011-2020.  He sits 
on a number of Victorian 
Department of Health 
and Australasian College 
for Emergency Medicine 
(ACEM) committees, 
and was the Chair of the 
Emergency Medicine 
Working Group of the 
Medicare Review Taskforce. 
He has a keen interest in 
innovations in health care 
systems and processes, and 
research into novel models 
of care for the practice of 
Emergency Medicine. 

Special responsibilities: 
Member – Clinical 
Governance Committee 

Appointed: 6 February 2020 

Brendan Richards  
– Director         

Qualifications: B.Ec, CA, 
CMILT, GAICD 

Experience: Brendan is a 
Partner at KPMG Australia 
and National Leader of its 
Transport and Logistics 
team. He has extensive 
experience in financial and 
operational restructuring, is 
an adviser to a number of 
Australia’s largest logistics 
operators, and is a frequent 
public speaker and author 
in the field of logistics. 
Prior to his appointment 
as a Director, Brendan was 
an external member of 
the Finance Audit and Risk 
Committee in November 
2020, prior to his Board 
appointment. 

Special responsibilities: 
Member – Finance Audit 
and Risk Committee 

Appointed: 31 March 2021 

Susan Taylor  
– Director          

Qualifications: LLB, B Com 
(Economics), Grad Dip 
Corporations and Securities 
Law, GAICD 

Experience: Susan is 
General Counsel and 
Company Secretary 
of Amber Electric, an 
innovative electricity retailer. 
She was previously in private 
legal practice specialising in 
energy regulation and held 
the role of General Counsel 
and Company Secretary 
for AusNet Services from 
2008-2016.  

Susan is also a Non-
executive Director of 
East Gippsland Water 
Corporation and Chair of 
its Audit Committee. She 
was previously a Director 
of AusNet’s subsidiary 
companies, Co-Chair of 
Yarra Energy Foundation 
and Director of St Kilda 
Football Club. 

Special responsibilities: 
Member – Finance Audit 
and Risk Committee  

Appointed: 31 May 2017

Resigned: 24 February 2021

Damien Bruce  
– Deputy Chair  
and Treasurer     

Qualifications: BComm/LLB 
(Hons), MBA, GAICD  

Experience: Damien is a 
Senior Partner in McKinsey 
& Company’s Australian 
office. He is the co-lead of 
its Health and Public Sector 
practice. He has extensive 
experience in serving health 
care entities, both public 
and private, in the UK, USA 
and Australia. 

Special responsibilities: 
Treasurer and Chair – 
Finance Audit and Risk 
Committee 

Appointed: 14 October 
2014 
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Board of Directors (continued) 

Sharon Tooley     

RFDS Victoria Director’s First Program 
2019/20 and 2020/21  

Sharon has a background in 
technology across multiple sectors 
including oil and gas, justice, higher 
education and health.  

Head of Technology (Health care 
management, Finance) at Bupa.

Sharon has since joined two Boards:

Director - West Wimmera Health 
Service

Director - Eltham College 

Dr Dean Garnett      

RFDS Victoria Director’s First Program 
2019/20 and 2020/21 

BMedSc (Hons), OD

Dean is an optometrist and director 
of Oculus Dexter Optometry located 
in the inner west of Melbourne. He 
consults for the Optometry Council 
of Australia and New Zealand, has 
practiced across Victoria, and has had 
the opportunity to provide relief work  
in the Pilbara, WA.

DIRECTOR’S FIRST 
PROGRAM  
Since 2017, RFDS Victoria has 
embarked on an initiative to provide 
aspiring Board Directors, particularly 
from regional areas, with leadership 
growth opportunities. The RFDS 
Director’s First program encourages 
both Board diversity and a learning 
environment for aspiring Board 
Directors. 

The RFDS Director’s First program 
offers a 12-month position as 
a non-voting, observer Board 
Director. Offering first-hand 
exposure to the role of a Board and 
its decision-making process, this 
volunteer opportunity equips the 
next generation of leaders with the 
confidence and skills needed to 
lead Boards in the future. 

The RFDS Victoria Executive Leadership Team provides a diverse range 
of skills, experience and perspectives to implement the organisations 
strategic direction and ensure the highest governance standards. 

Organisational Chart > 

RFDS Victoria Chief Executive 
Scott Chapman

General  
Manager, 
Corporate  
Services 

Greg Moult 

Financial 
and Property 
Management
Information 

Technology (IT)
Quality and  

Impact

General  
Manager, 

Marketing and 
Fundraising 

Marie Quirke 

Communication  
and Marketing

Data and  
Analytics 
Education

Fundraising 
and Corporate 
Partnerships
Philanthropy 

General  
Manager,  

Mobile Patient 
Care 

Travis Gilbert 

Clinical  
Performance

Flight Operations 
Non Emergency 
Patient Transport 
Road Operations

General  
Manager,  

People and 
Culture 

Cherie Scifo 

Industrial  
Relations

Diversity and 
Inclusion
Employee  
Relations

Learning and 
Development

Payroll
Recruitment 

General  
Manager,  
Primary  

Health Care 
Melanie Trivett 

Flying Doctor 
Community 
Transport

Flying Doctor  
Dental 

Flying Doctor  
Eye Care

Flying Doctor 
Memory Lane
Flying Doctor  
GP Services
Flying Doctor 

Speech Therapy
Flying Doctor 

Telehealth
Flying Doctor 

Wellbeing

Executive 
Assistant, Office  

of the Chief 
Executive 

Sally White

Project  
Manager 

Clair Overy 

MEETINGS OF DIRECTORS  
The following table sets out the number of directors’ meetings (including meetings of committees of directors) 
held during the financial year and the number of meetings attended by each director (while they were a director  
or committee member). During the financial year, 8 board meetings, 6 finance, audit and risk committee meetings, 
5 people and culture committee and 4 clinical governance committee meetings were held.

Directors  Board of Directors  Finance Audit and  People and Culture Clinical Governance 
   Risk Committee  Committee  Committee 

 Eligible to  Attended Eligible to Attended Eligible to Attended Eligible to Attended 
 attend  attend   attend  attend

Mr Henry (Chairman)  8  8  6  6  5  5 -  - 

Mr Bruce  
(Deputy Chair & Treasurer)  8 8  6  6  -  -  -  - 

Mrs Lardner  8  7  -  -  5  5  -  - 

Mr Delaney  8  8  6 6  -  -  -  - 

Mrs Shearer  8  8 -  -  -  -  4  4 

Dr Ben-Meir  8  6  -  -  -  -  4  4 

Ms Taylor  
(Resigned 24 February 2021) 4  4  4  4  -  -  -  - 

Mr Richards  4 3 4 4 - - - - 
(Appointed 31 March 2021)
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Our Governance Framework 

RFDS Victoria has a structured approach to how we 
provide quality care for patients and ensure we are 
accountable across all areas of our organisation. 
The committees and groups that comprise our 
framework have been essential to our continuous 
improvement and growth in 2020/21 and are key  
to delivering on our strategic priorities in 2022  
and beyond. 

Below is a snapshot of these committees and bodies 
and what they do. 

Board and Sub Committees

Board 
Meets bi-monthly  
Provides governance and strategic direction for  
the organisation. 

Finance, Audit and Risk Committee 
Reports to Board, meets quarterly 
Provides governance for the financial (and overall) 
risks to the organisation. 

Clinical Governance Committee 
Reports to Board, meets quarterly 
Provides clinical governance and oversight for 
clinical services. 

People and Culture Committee 
Reports to Board, meets quarterly 
Provides governance for all matters relating to staff 
and volunteers. 

Organisational Leadership

Executive Leadership Team 
Reports to CEO, meets weekly 
To govern the operations of the organisation, 
manage risk and realise the strategic vision.

Operational Management Team 
Meets monthly 
Manages the operational aspects of the organisation 
and supports integration across departments. 

Supporting Committees

Mobile Patient Care, Clinical Safety  
and Quality Committee 
Reports to Organisational Clinical Safety  
and Quality Committee, meets monthly 
Has visibility of the clinical incidents, feedback and 
risks for MPC and monitors trends to inform training 
and quality improvements. 

Primary Health Clinical Safety  
and Quality Committee 
Reports to Organisational Clinical Safety  
and Quality Committee, meets monthly 
Has visibility of the clinical incidents, feedback and 
risks for Primary Health and monitors trends to 
inform training and quality improvements. 

Organisational Clinical Safety  
and Quality Committee 
Varied meeting schedule 
Delivers and supports front line services; reports 
incidents, risks and feedback; participates in  
quality improvement activities; and represents  
the organisation to consumers, partners  
and stakeholders. 

Organisational Quality Committee 
Meets bi-monthly 
Provides oversight of the organisation’s quality 
management systems and ensures that progress 
towards improving safety and quality is achieved. 

Health Literacy Committee 
Meets monthly 
Provides strategic direction on how the organisation 
approaches health literacy and facilitates projects  
to embed health literacy across the organisation. 

Consumer Engagement Committee 
Meets bi-monthly 
Provides strategic direction on how the organisation 
approaches partnering with consumers and facilitates 
projects to embed consumer engagement across  
the organisation. 

Our Governance >

With increasing focus on safe, sustainable and quality practices across 
the health care sector, RFDS Victoria has taken a proactive stance 
towards our governance frameworks. 

Throughout 2020 and into 2021 we have maintained 
our journey of continuous improvement to ensure 
our processes and procedures – and how we 
manage them – are in line with and go beyond 
industry standards. 

By maintaining our established governance 
frameworks in the 2020/21 financial year, we seek 
to increase the impact of our services safely and 
sustainably in accordance with our long-term 
strategic direction. 

Future-focused patient care    

To support the strength and commitment of our 
Mobile Patient Care (MPC) staff as they continue 
to deliver vital care, RFDS Victoria has undertaken 
significant works to improve our asset and 
medication management procedures.  

In collaboration with our staff, we undertook a 
significant review of our medication management 
processes and subsequently transitioned to an 
enhanced, electronic record-keeping solution. 

Simplifying our processes and implementing a 
people-first approach has enabled us to introduce 
an accessible solution for staff of all technical 
abilities that also improves recording and auditing 
functions. 

Similarly, to ensure we held an accurate record of 
the many valuable patient transport assets moving 
around our state, their location and their status, 
we undertook further work to introduce a new 
framework for their management. 

By establishing a new barcode-based system, we 
can track our assets in real-time, identify when 
servicing is required through an integrated alert 
system and effectively coordinate servicing across 
our entire fleet of MPC and service vehicles and the 
vital equipment our frontline staff use to care for 
patients every day.  

Reviewing our asset and medication management 
procedures has given us a solid foundation 
from which to look ahead and identify even 
more opportunities to improve our governance 
frameworks.  

People focused in 2022     

The work undertaken by our organisation in the 
2020/21 financial year establishes clear processes to 
support future growth, flexibility and ability to meet 
future demand for high-quality health care services 
in a post-COVID world. 

Underpinned by a dedicated Consumer Engagement 
Committee and Consumer Engagement Strategy, 
RFDS Victoria has created a structured and meaningful 
approach to engaging with our patients, clients and 
supporters into the future.  

The Committee has laid the groundwork for 
future processes whereby our engagement with 
consumers and users of our services in review of 
resources, service design and decision-making will 
help shape the future of our services. 

This is especially important as it allows our 
organisation to move beyond meeting standard 
consumer engagement requirements and embeds  
a strong, consumer-focused ethos into our everyday 
processes. It will also guide our future evolution as 
a service provider by ensuring we provide care that 
meets the needs of our diverse rural and remote 
communities across Victoria. 

Accreditation     

RFDS Victoria again achieved accreditation against 
ISO 9001 in the last financial year.

Early in 2021, Flying Doctor Dental Clinic achieved 
National Safety and Quality Health Service Standards 
(National Standards). This is in addition to achieving 
National Standards accreditation for the Wellbeing, 
Speech Therapy and Telehealth services in 2019/20. 
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Our Governance (continued) 

Clinical Governance   

Indicator  Year to Date   KPI Target 

National Safety and Quality Health Service Standards  Accredited  Accreditation of FDDC 

ISO 9001  Accredited  Accreditation 

% Scheduled clinical audits completed  85.83%  75% 

Infection Control     
Indicator  Year to Date   KPI Target 

% Staff completed Hand Hygiene training  90.22%  80% 

% Client facing staff immunised for COVID-19 (first dose only)  10%  TBC*  
  @ 30 June 

% Client facing staff immunised for COVID-19 (first and second doses)  20%  TBC*  
  @ 30 June  

% Client facing staff immunised for influenza  40.48%  100% 

Medication Management 

# Adverse drug reactions  1 - 

Comprehensive Care 

# Falls reported  13 - 

# Skin tears reported  4 - 

Communicating for Safety 

# Notifiable privacy breaches  0 - 

# Interpreter services accessed for appointments  17 - 

# Calls to MPC clinician team for support and assessment  1152 - 

Response and Deterioration 

# Occupational violence incidents reported  36 - 

% Patient transports escalated to ALS (MPC)  0.84% -

*RFDS Victoria has achieved 100% vaccination rate since 30 June 2021.   

Partnering with Consumers    

Indicator  Year to Date   KPI Target 

Patient experience survey PHC 

Quality of service    85% 

Net Promotor Score   75 

Provision of welcoming and culturally safe environment   85% 

Social, physical and mental needs considered   85% 

Felt listened to during appointment   85% 

Patient experience survey MPC 

Quality of service    85% 

Net Promoter Score   75 

Provision of welcoming and culturally safe environment   85% 

Social, physical and mental needs considered   85% 

Felt listened to during transport   85% 

COVID-19 
impacted ability 

to survey & 
report patient 
experience

Our Workforce 

Patient Transport Officer  298 

Ambulance Transport Attendant  108 

Paramedic  47 

Registered Nurse  57 

Enrolled Nurse  0 

Social Worker  3 

Psychologist  6 

Occupational Therapist (Mental Health)  1 

Mental Health Nurse  0 

Dentist  11 

Oral Health Therapist  4 

Dental Assistant  9 

General Practitioners (Employed)  2 

General Practitioner (Contracted)  0 

Specialist (Contracted)  0 

Practice Nurse  0 

Support Services and Admin  113

Service Delivery   

Indicator  Year to Date   KPI Target 

Occasions of Service  84420 -  

# Incidents reported  2402 - 

% Feedback received (Primary Health )  0.66%  1% 

% Feedback received (Patient Transport)  0.10%  1% 

High severity incident investigation  40%   100% of SR1 and SR2 incidents 
investigation commenced in 48 
hours, and investigations completed 
within 2 weeks (subject to mitigating 
circumstances approved by ELT). 

QUALITY REPORT CARD 

Our Governance Framework ensures we provide accountable, safe, 
patient-centred care, underpinned by continuous improvement. Our 
key quality indicators are tracked and reported to the Organisational 
Clinical Safety and Quality Committee, the RFDS Victoria Executive 
Leadership Team and the RFDS Victoria Board.      
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Our Supporters > Our Community > 

THANK YOU TO ALL OUR FLYING DOCTOR SUPPORTERS      

RFDS Victoria couldn’t run many of its primary health care programs  
if it wasn’t for the generosity of our regular givers and charitable donors. 
Because of our dedicated supporters, we have a reliable source of 
revenue that enables us to do more, go further and be better, ensuring 
all Victorians have easy access to vital health care services. 

To all of you, we say thank you: as a not-for-profit, it is only because  
of you that we can stay in the air and on the road.

Flying Doctor Support Crew snapshot  

Flying Doctor Support Crew is a monthly giving 
program which was established in 2018 to 
strengthen RFDS Victoria’s fundraising structure; 
providing a reliable and regular stream of revenue 
for our vital operations.

While COVID restrictions had a significant impact on 
our ability to undertake face-to-face fundraising, we 
remained connected to our Support Crew members 
through regular communication and virtual events, 
and are grateful to have maintained such loyal support.

Thank you to every member of Support Crew  
– your commitment to the Flying Doctor in such 
challenging times makes an incredible difference.

New Support Crew members in 2020/21

2,087

Total Support Crew members at 30 June 2021

8,005

Dianne’s new role saw her working with Indigenous 
parents and families within the local communities, 
with a focus on health education and driving health 
promotion activities. “My role was also to mentor 
the Indigenous health workers, so that they could 
gain more confidence in running the child health 
clinic on their own,” says Dianne. “We were there 
supervising and helping with more complex cases.” 

After six years serving the communities of Far North 
Queensland, Dianne and Roger returned home to 
Melbourne. These days, Dianne has nothing but fond 
memories of her time working with the Royal Flying 
Doctor Service. 

“It’s the best job I ever had the opportunity to do. 
I haven’t enjoyed another job as much since. It 
completely reenergised my passion for family health. 
Getting a group started and seeing it still going 10 
years on is the best memory.” 

Because of her time spent with RFDS, and seeing 
first-hand the critical work that we do across the 
country, Dianne has decided to leave a gift in her Will 
to the Flying Doctor. In this way, she feels she can 
honour her time in the Top End, whilst also helping 
safeguard the future of what she sees as an iconic 
Australian organisation. 

“When I got to the Mt Isa base, it was such a nurturing 
place. It was like coming into a new family. Roger and 
I were never lonely. There was this lovely attitude of 
looking after one another in the team there, led to 
some extent by the senior pilot. He was fantastic. 

“Quite frankly, I had never met such a skilled and 
committed group of nurses and doctors in my life.  
I thought they were all awe-inspiring. I felt part 
of it as soon as I got there. I felt if you have such 
awesome staff, it must be an awesome service.” 

A living gift in Will    

Despite spending six years working as a primary care 
nurse for the Royal Flying Doctor Service in Far North 
Queensland, Dianne Paul is actually a born and  
bred Victorian. 

“I was born a dairy farmer’s daughter in Kerang,” 
says Dianne. “I came to Melbourne when I was 
11 because my father had died and my mother 
remarried in 1960.” 

While Dianne completed her schooling in the 
city, trained in paediatrics at the Royal Children’s 
Hospital and worked across a number of hospitals 
in newborn intensive care, she always harboured a 
desire to get back out into the countryside and work 
with remote communities. 

“Growing up in the country, I know for a fact that 
health care for people in the bush is not as available 
and health outcomes are not as good. To me, 
education is everything in health.” 

It felt like fate, then, when in 2009, Dianne noticed 
a job posting for a primary care nurse in child and 
family health based up in Queensland’s far north 
communities. Her application was swiftly approved, 
so Dianne and her husband, Roger, boarded a plane 
and made their way to their new home in Mt Isa. 

“It was the first time RFDS Queensland had employed 
fully qualified maternal and child health nurses,” 
says Dianne. “They’d been using primary health 
care nurses who were mostly registered nurses and 
midwives. Some of them had done child health, 
but RFDS Queensland had got some extra federal 
funding to increase their maternal and family  
health, so they decided to employ people with  
a lot of experience in child and family health in  
the community.” 
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Our Community (continued)  

Baking for a cause      

Due to COVID-19 restrictions, our Outback Morning 
Tea event this year looked a little bit different to 
previous years. However, it still offered a fantastic 
chance for people to come together both virtually 
and in-person to share a cuppa and a cake and 
support the Flying Doctor. 

MasterChef favourite and Flying Doctor ambassador, 
Dani Venn, held a delicious event in her 
neighbourhood of Mornington, with a number of 
women from the community in attendance. 

“It was so nice to have the chance to have an 
‘in-person’ event again to connect on a more 
meaningful level,” says Dani. 

For Dani, this event is not just an opportunity to 
share her love of food and cooking with others, but 
as a dedicated ambassador, the morning tea set the 
scene for a discussion about our many services. 

“It was a great opportunity to connect with others 
who have an interest in food and cooking but also 
share in more detail the incredible work of RFDS 
whilst eating scones and sponge cake!” 

Meanwhile, up in the community of Beaufort, 
the Alfredton Lucas Lions Club, the Rotary Club 
of Beaufort and the Pyrenees Arts Council joined 
together to host a morning tea with a twist. While 
the day was overcast, guests stayed warm thanks to 
the campfire and the freshly cooked damper. Scones 
with jam and cream and other treats were also on 
hand to feed the hungry masses. 

Entertainment came in the form of an Observation 
Walk, an Australiana themed quiz and Bush Poetry 
from local identity David Bain. Plus, kids were taught 
how to make damper by cooking it on a stick over 
the fire. 

Special thanks to Dani, along with additional 
assistance from the Buninyong-Mount Helen Lions 
Club, Alfredton Lucas Lions Club and the Rotary 
Club of Beaufort for their incredible support.  

Australian Speedrunners       

“Speedrun” is a term used for when people play 
through a video game as quickly as possible. It 
can be an incredibly challenging feat, but also 
very rewarding – both personally, and sometimes, 
altruistically.  

Australian Speedruns is the name of a small 
community of gamers from across the country who 
like to host charity fundraising events, which are 
sometimes hosted in person, but this past year were 
exclusively streamed online due to COVID-19. During 
these “speedrun marathons”, gamers come together 
to play video games over a number of days, all for a 
good cause. 

While each event raises awareness and money for 
a different charity, in November 2020, the chosen 
recipient was RFDS Victoria. In total, the community 
raised $6,835, which is a very impressive result 
considering the restrictions in place.  

Hitting the road for mental health     

For many people, the idea of cycling over 1,000km 
across the Outback, completely on their own, would 
be quite unnerving, to say the least. 

But not for Jess White. 

Early in 2021, 24-year-old Jess completed this 
very journey herself, riding her bike from Robe in 
South Australia to Wilcannia in New South Wales via 
Victoria’s north western regions – all while raising 
funds for the Flying Doctor. 

Called the Solo 1000, Jess’s fundraiser was 
dedicated to supporting mental health services, 
particularly in rural areas. As both a Maryborough 
local and a Registered Nurse with Bendigo Health, 
Jess is acutely away of the unique health care needs 
of rural communities. 

“I find the complexity of mental health intriguing,” 
says Jess. “Especially due to having firsthand 
experience with it. 

“I think that the biggest lesson I learnt from 
completing this journey is that being uncomfortable 
for a short time can help you in ways you don’t 
expect. Being uncomfortable taught me that I had 
never truly understood myself or my own capabilities 
and had completely underestimated myself as a 
whole. Learning that being uncomfortable can be 
more of a help than a hindrance, and enabled me to 
improve my life by allowing me to believe in myself, 
feel free and improve my mental health.” 

In total, Jess raised a total of $5,419 for RFDS Victoria. 
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Our Community (continued)  

Flight Crew   

The Flying Doctor Kids Club aims 
to inspire and educate the next 
generation of Australians about the 
vital role of the Flying Doctor. In 2021, 
the club began a period of rebranding, 
as the name was changed to Flying 
Doctor Flight Crew, and a new 
mascot, Captain Tom, was introduced. 
The driving force behind the club’s 
refresh was to provide the club’s key 
demographic (kids aged 8-11) with 
greater insights into the work of RFDS, 
and more stories related to health 
care, giving back and life in rural and 
remote Australia. 

Education program     

 
 
 
 
 
 
 
 
 
 
 
Since 2011, the Flying Doctor Education program 
has brought Australian geography, history and oral 
health to life through stories of the iconic RFDS. 
Traditionally, the program makes its way to many 
Victorian and Tasmanian schools every year to 
inspire and educate children, but due to the impact 
of COVID-19, the program was required to again 
adapt its schedule as Victorian schools endured 
extended closures.  

Despite these challenges, the show did go on. The 
program’s life-sized Flight Simulator was able to tour 
bushfire affected communities in East Gippsland to 
entertain local kids and provide them with a much 
needed sense of normality. The Simulator also made 
its way up to Canberra and down to Tasmania, 
where it undertook a total 264 school incursions. 
Additionally, the program continued to provide 
teachers and home-schooling parents with ample 
activities designed to make learning fun, with all 
resources based on Australian curriculum materials 
and covering topics spanning history, geography 
and health education. 

Give Them Wings   

 
 
 
 
 
 
 
 
2021 marked the tenth year of the Give Them 
Wings scholarship program. Since its inception, the 
program has been dedicated to supporting health 
care students from regional and rural Victoria to 
complete their studies, and encouraging them to 
put their vital skills to use in the communities that 
need them the most. The scholarships do this by 
offering financial support to first year health care 
students, recognising the extra challenges that 
many of them face when undertaking studies, such 
as accommodation or additional travel expenses. 
In this way, the scholarships also support our 
state’s rural health care workforce, and enable us 
to help ensure better health outcomes in rural 
areas. Congratulations to our Give Them Wings 
scholarship recipients of 2021: 

Qiang (Scott) Li, Bachelor of Nursing  

Samantha Miller, Bachelor of Nursing  

Lily Wynne, Bachelor of Occupational Therapy 

Apryl Start, Bachelor of Paramedic Practice  
with Honours 

Jacquelyn Stalling, Bachelor of Nursing 

Jake Bennett, Biomedical (Med) 

The Give Them Wings scholarship program was 
proudly funded last year by Cooper Energy and the 
RFDS Bayside Auxiliary. 

Acknowledgements  

Rowathon 

Due to the COVID-19 lockdowns, the 2020 
Rowathon was unfortunately cancelled. We are 
incredibly grateful however to the organisers for 
all of their efforts in planning and preparing for 
the event. 

Drive 4x4 The Doc 

From the creators of Outback Car Trek, Drive 4x4 
The Doc is a four-day experience for supporters 
of the Flying Doctor. This year, the event was 
held in Tasmania, and raised a total of $83,930,  
of which $72,890 was for RFDS Victoria. 

Outback Car Trek  

While this event was cancelled in 2020, 
organisers were still able to raise essential funds 
for RFDS nationally. In June of 2021, the event 
was held in NSW, from West Wyalong to Port 
Macquarie, and when donations were coupled 
with the fundraising efforts of 2020, a total of  
$1.5 million was raised for RFDS Australia, of 
which $161,446.77 supported RFDS Victoria.  

RFDS Bayside Auxiliary 

Long-time supporters of RFDS Victoria, Bayside 
Auxiliary donated $8,000 to our Give Them 
Wings scholarship program, and $10,000 to 
Flying Doctor Memory Lane. 

Naked Farmer  

Through sales of his calendar, Ben Brooksby, 
AKA the Naked Farmer, raised $13,455 for RFDS 
Victoria’s mental health program, Flying Doctor 
Wellbeing.  

 

  

 

Our Events  

AGM Forum 

Held online in 2020 due to COVID-19 restrictions, 
last year’s AGM Forum was virtually attended by 
180 people from a wide range of destinations. 

Base to Bush  

In its inaugural year, Base to Bush 2020 attracted 
180 participants, many of whom were a part 
of our dedicated Ground Crew, with a total 
of $27,832 raised in support of Flying Doctor 
Wellbeing. With much of Victoria in lockdown 
restrictions through this time, many participants 
took up the challenge for their own wellbeing, 
and connected as teams to support each other 
throughout the challenge.  

Outback Morning Tea  

While face-to-face morning teas were not able 
to happen in many parts of Victoria this year, our 
supporters still did their best to come together for 
a virtual cuppa and some homemade treats. The 
Outback Morning Tea saw $25,000 raised for the 
Flying Doctor. 

Event Supporters 

Thanks to the following organisations for their 
ongoing support:

Oris Watches   

Oakdene Wines   

Madura Tea  

Give Them Wings  
S C H O L A R S H I P  2 0 2 1
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Our Partners > 

Education program tours East Gippsland    

With the financial assistance of Cooper Energy, RFDS 
Victoria was able to bring its Flight Simulator to 1,650 
students across East Gippsland schools in support of 
our organisation’s bushfire recovery efforts. 

“We’re here to bring a bit of normality back to their 
school life, and to have some fun,” says Tom Ryan, 
RFDS Victoria’s education program manager. 

The bushfire tour saw Tom and dedicated volunteer 
Judy Sinclair tow the education program’s life-sized 
Flight Simulator to schools from Cann River to 
Bairnsdale. Children from these towns were able  
to climb about the Simulator, and interact with the  
very tools and equipment on board a real Flying 
Doctor plane. 

The program also features engaging history and 
geography lessons, allowing children to gain  
a greater understanding of what life is like for  
the Flying Doctor and for Australia’s rural and 
remote communities.  

“One of the things that I enjoy most about our 
education program is that when we go into these 
smaller towns, you notice that the towns are quite 
resilient,” says Tom. “They all come together. You 
notice that the older kids and the younger kids, they 
look after each other.” 

The program was made available to 16 schools 
across East Gippsland at no cost to them thanks to 
the generous support of Gippsland PHN and our 
partner, Cooper Energy. 

“For Cooper Energy to support RFDS to provide 
such a memorable, fun and educational experience 
for kids in Gippsland is a complete win-win 
outcome,” says Bindi Gove, Head of External Affairs, 
Cooper Energy. “These sorts of experiences can be 
the ‘glue’ to help bind a community and contribute 
to health and wellbeing.”  

Acknowledgements  

We are proud to partner with the following organisations. 

RFDS Victoria  
Corporate Partners 

 

 

 

 

 

RFDS Victoria Corporate 
Supporters   

We would like to acknowledge the 
following organisations for their 
ongoing support: 

Australian Wool Network  

DBM Consultants  

ELMO Software  

Hotondo Homes  

Lander and Rogers

SBA Law  

Workplace Giving Partners   

Thanks to the staff at the following 
organisations for their generous 
support: 

Accenture  

APT Travel Group  

Australia Post  

Elders  

Gippsland Lakes Complete Health  

NGK Spark Plugs (Australia)  

Suncorp 

RFDS Australia  
Corporate Partners   
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Our Partners (continued)  

Patient Transport 
Partners 

Health Care and Service 
Delivery Partners  
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MAJOR DONORS  
Thank you to the following 
donors for the support they 
have given us during the past 
year. It is this generosity, and 
the cumulative impact of 
all our donors that enables 
the Flying Doctor to provide 
quality health care to people 
across Australia.      

B Baird

W Barnett

C & J Batrouney

M Burston

A Campbell

E Carroll

J & J Chen

M Collins & C Schilling-Collins

R & T Davis

I Dicker AM

M Evans

M Fletcher-Savage & T Lear

I Harper AO & R Harper

B & P Hedt

F Hogg

K Johnston AM

N Kearney

B Long

P & J Manger

E McGain

Y Mee

E Metcalfe

N Moore

V Newman

S Ng

J & S North

G R Organ

G Paton

B & S Peake

W Peart

S Richards AM & M Richards

C & V Robb

J Sheridan

B & R Squire

E & G Thomson 

J Thomson OAM

M Tsuji

L Tyack

D Weir

B Wouters

Anonymous Donors
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Aileen Fitzpatrick Gift

Annette Allison OAM 

Arthur & Cis Jane Brown Gift

Aston and Pearson Endowment

Brunton Family Gift

Denise & Doug Reynolds

Douglas Family Gift

Gras Foundation Trust

J & B Medwin Family Gift

J Bickford Endowment

Janet & Mervyn Brumley 

Jean Williamson

JW Swinnerton

Leaper Family Gift

Peter & Ila Franklin Gift

R & B Mountain

RA & A Curry 

RFDS Victoria Staff Gift 

Robert & Josephine Shanks Gift

Rogers Family Gift

Rosemary Mitchelhill Gift

Ted Payne Gift

The Goding Foundation

The Marion Popplewell Charitable 
Trust

The Spirit of James Clacy Green

Thomas Family Gift

UCA Brighleigh Gift

Verhagen Family Gift

Anonymous Foundation Donors

FLYING DOCTOR 
FOUNDATION  
The Foundation exists as an 
investment in the future of the 
Flying Doctor and the services 
it provides. As a legacy across 
generations, assets in the 
Foundation are invested in 
perpetuity. Thank you to 
our Foundation donors. We 
acknowledge your generosity.      

Our Supporters  
(continued)  
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Olive Woods Trust

Perpetual Foundation

Perpetual Foundation - Amanda Joy 
Dickson Endowment

Perpetual Foundation - Axel 
Peterson Trust

Perpetual Foundation - John and 
Margaret Schneider Charitable Trust

Perpetual Foundation - Marles & 
Manning Charitable Endowment

Perpetual Foundation - The Russell  
& Yvonne Mee Endowment

Rae & Peter Gunn Family Foundation

Robert C. Bulley Charitable Fund 

Scots’ Church

State Trustees Australia Foundation  
- Edith Helen Sedlar

State Trustees Australia Foundation  
- Mary Nicholls

State Trustees Australia Foundation  
- Robert William Hazlewood Bequest

Sueda Foundation

Sunraysia Foundation 

The Amelia Eliza Holland Trust

The Bob & Emma House Foundation

The Ian & Marilyn McColl Charitable 
Trust Fund, managed by Equity 
Trustees

The Isabel & John Gilbertson 
Charitable Trust

The John Shaw Legacy, managed  
by Equity Trustees 

The Joyce Adelaide Healey 
Charitable Trust Fund, managed  
by Equity Trustees

The Kimberley Foundation

The Marian and E.H. Flack Trust

The McPhee Charitable Trust

The Shulu Foundation

The Toni Kaye Foundation

V N Sanders Charity Trust

Anonymous Trusts & Foundations  

TRUSTS AND 
FOUNDATIONS  
Thank you to the trustees who 
manage and direct funds to 
the Flying Doctor. Funding 
from Trusts and Foundations 
is vital to ensuring that RFDS 
Victoria can continue to deliver 
vital health care to rural and 
remote Australians.      

Our Supporters 
(continued)  

Annie Rose & Andrew Lazar 
Foundation

Australian Communities Foundation 

Australian Unity Trustees Foundation 
- Rona Kruger Charitable Fund 

E C Curwen-Walker Charitable Trust, 
managed by Equity Trustees

Collier Charitable Fund

Gaudry Gift

Giving Hope Pty Ltd

Guthrie Family Charitable Trust

H & K Johnston Family Foundation

Helen Macpherson Smith Trust

Helping Hand Foundation Pty Ltd 

HMA Foundation Pty Ltd 

ISTAT Foundation

Johnson Fmaily Foundation

M Attwood Testamentary Trust

Marshall Fund, Tozer Family Fund & 
Wendy Hurse Fund (charitable fund 
accounts of Lord Mayor’s Charitable 
Foundation)
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Statement by the Board 

The financial statements and other 
specific disclosures are a summary 
of and have been derived from 
the Royal Flying Doctor Service of 
Australia (Victorian Section) full financial 
report for the financial year. Other 
information included in the summary 
financial report is consistent with the 
organisation’s full financial report.

The summary financial report does not, 
and cannot be expected to provide as 
full an understanding of the financial 
performance, financial position and 
financing and investing activities of the 
organisation as the full financial report.

A copy of the organisation’s 2021 
Annual Financial Report, including the 
independent audit report, is available 
to all members, and will be sent to 
members without charge upon request. 

Review of Operations  
and Results

The surplus of the company for  
the year amounted to $3,716,519 
(2020: $776,297).

The company continued to engage in 
its principal activity, the results of which 
are disclosed in the attached financial 
statements.

The company’s operating revenue for 
the financial year was $56,903,768 
(2020: $49,265,400). 

Significant features of the financial 
year’s operations have been:

•  Primary Health services were 
available in 67% of local government 
authorities

•  Primary Health delivered 26% more 
occasions of service than last year, 
despite the ongoing impacts of 
COVID‑19 on visiting services

•  Our services saved over 27,000 
hours of travel for those living in rural 
communities, delivering an estimated 
economic benefit of over $418,000

•  Bequest and Planned Giving Income 
$3,864,037 (2020: $1,391,012) 

•  Donation Income $7,421,521 (2020: 
$6,923,692) 

•  Income from Services $34,605,204 
(2020: $31,164,402) 

•  Reduction in revenues in the previous 
financial year triggered eligibility 
to access Federal Government 
“JobKeeper” funding resulting 
in receipt of $3,314,464 (2020: 
$3,476,036)

•  Partial voluntary repayment of 
“JobKeeper” funding of $1,400,000 
(2020: nil)  

•  During the year, cash and other 
financial assets increased by 
$1,303,875 (2020: $3,861,035)

Signed in accordance with a resolution 
of the Board of Directors.

Denis Henry 
Chairman

Melbourne, 29 September 2021

The Board of Directors 
Royal Flying Doctor Service of Australia 
(Victorian Section)  

Summary Financial  
Statements > 

Summary statement of profit or loss and other comprehensive income for the year ended 30 June 2021  

 2021 2020 
 $ $ 

Revenue and other income 

Revenue from contracts with customers 36,556,869 33,556,979

Other revenue 17,887,913 15,327,578

Other income 2,458,986 380,843

 56,903,768 49,265,400

Less: expenses 

Depreciation and amortisation expense (3,203,581)  (2,650,778)

Employee benefits expense (37,651,034) (33,576,720)

Rent and premises expenses (649,601) (489,979)

Finance expense (313,649) (237,651)

Direct fundraising activities (1,089,425) (1,311,353)

Merchandise costs (47,034) (145,723)

Patient care expenses (5,065,724) (5,904,353)

Program expenses (589,357) (602,523)

Office operating expenses (3,177,844) (2,558,371)

Fair value loss on financial assets at FVTPL ‑ (1,011,652)

Jobkeeper voluntary repayment (1,400,000) ‑

 (53,187,249) (48,489,103)

Surplus  3,716,519 776,297

Other comprehensive surplus for the year - -

Total comprehensive surplus 3,716,519 776,297
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Summary statement of financial position at 30 June 2021   

 2021 2020 
 $ $ 

Current assets 

Cash and cash equivalents 5,196,415 6,777,696

Receivables 6,711,208 3,576,024

Inventories 65,858 23,503

Other financial assets 1,628,994 2,551,629

Other assets 1,768,430 1,963,110

Total current assets 15,370,905 14,891,962

Non‑current assets 

Other financial assets 18,490,824 14,683,033

Lease assets 5,131,341 4,160,342

Property, plant and equipment 4,310,188 5,322,715

Non‑current assets held for sale 134,876 ‑

Total non‑current assets 28,067,229 24,166,090

Total assets 43,438,134 39,058,052

Current liabilities 

Payables 3,204,574 3,621,794

Lease liabilities 1,514,883 2,161,021

Borrowings 435,327 311,077

Provisions 2,697,267 2,270,175

Other liabilities 539,217 1,469,252

Total current liabilities 8,391,268 9,833,319

Non‑current liabilities 

Lease liabilities 3,697,725 2,016,632

Borrowings 1,247,148 1,163,001

Provisions 937,794 597,420

Total non‑current liabilities 5,882,667 3,777,053

Total liabilities 14,273,935 13,610,372

Net assets 29,164,199 25,447,680

Equity

Reserves 421,639 ‑

Accumulated surplus 28,742,560 25,447,680

Total equity 29,164,199 25,447,680

Summary statement of changes in equity for the year ended 30 June 2021     

  Accumulated
 Reserves surplus Total equity 
 $ $ $

Balance as at 1 July 2019 ‑ 24,671,383 24,671,383

Surplus for the year ‑ 776,297 776,297

Total comprehensive surplus for the year ‑ 776,297 776,297

Balance as at 30 June 2020 - 25,447,680 25,447,680

Balance as at 1 July 2020 ‑ 25,447,680 25,447,680

Surplus for the year ‑ 3,716,519 3,716,519

Total comprehensive surplus for the year ‑ 3,716,519 3,716,519

Transfers 421,639 (421,639) ‑

Balance as at 30 June 2021 421,639 28,742,560 29,164,199

Summary Financial  
Statements 
(continued) 
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Summary statement of cash flows for the year ended 30 June 2021    

 2021 2020 
 $ $ 

Cash flow from operating activities 

Receipts from commercial sales 38,582,064 40,906,731

Receipts from appeals and merchandise sales 14,994,993 10,183,242

Payments to suppliers and employees (52,904,296) (46,889,749)

Dividends received 352,999 985,081

Interest received 58,268 113,166

Finance costs (313,649) (237,651)

Net cash provided by operating activities 770,379 5,060,820

Cash flow from investing activities 

Proceeds from sale of property, plant and equipment 410,583 12,748

Net payments for investments (426,170) (270,693)

Proceeds from sale of investments ‑ 1,322,582

Payment for property, plant and equipment (838,022) (3,224,904)

Net cash used in investing activities (853,609) (2,160,267)

Cash flow from financing activities 

Proceeds from borrowings 208,397 1,688,886

Principal portion of lease payments (1,706,448) (580,710)

Net cash (used in) / provided by financing activities (1,498,051) 1,108,176

Reconciliation of cash 

Cash at beginning of the financial year 6,777,696 2,768,967

Net (decrease) / increase in cash held (1,581,281) 4,008,729

Cash at end of financial year 5,196,415 6,777,696

Note 1: Basis of preparation of the summary financial report   

The summary financial report has been prepared based on the organisation’s full financial report. Other information included in 
the summary financial report is consistent with the organisation’s full financial report. The summary financial report does not, 
and cannot be expected to, provide as full an understanding of the financial performance, financial position and financing and 
investing activities of the organisation as the full financial report.

Summary Financial  
Statements 
(continued) ROYAL FLYING DOCTOR SERVICE OF AUSTRALIA (VICTORIAN SECTION) 

ACN: 004 196 230 

INDEPENDENT AUDITOR’S REPORT 
TO THE MEMBERS OF ROYAL FLYING DOCTOR SERVICE OF AUSTRALIA (VICTORIAN SECTION) 

Pitcher Partners. An independent Victorian Partnership ABN 27 975 255 196. Level 13, 664 Collins Street, Docklands, VIC 3008 
Pitcher Partners is an association of independent firms. Liability limited by a scheme approved under Professional Standards Legislation. 
Pitcher Partners is a member of the global network of Baker Tilly International Limited, the members of which are separate and independent legal entities 

Adelaide  Brisbane  Melbourne  Newcastle  Sydney  Perth   pitcher.com.au 

Report of the Independent Auditor on the Summary Financial Statements 

Opinion  

The Summary Financial Statements, which comprise the summary statement of financial position as 
at 30 June 2021, the summary statement of profit or loss and other comprehensive income, 
summary statement of changes in equity and summary cash flow statement for the year then ended, 
and related notes, are derived from the audited financial report of Royal Flying Doctor Service of 
Australia (Victorian Section) (“the entity”) for the year ended 30 June 2021 (“the Audited Financial 
Report”).  

In our opinion, the accompanying Summary Financial Statements are consistent, in all material 
respects, with the Audited Financial Report, in accordance with the basis of preparation described in 
Note 1 to the Summary Financial Statements.  

Summary Financial Statements 

The Summary Financial Statements do not contain all the disclosures required by the Australian 
Accounting Standards applied in the preparation of the Audited Financial Report of the entity. 
Reading the Summary Financial Statements and the auditor’s report thereon, therefore, is not a 
substitute for reading the Audited Financial Report and the auditor’s report thereon. The Summary 
Financial Statements and the Audited Financial Report do not reflect the effects of events that 
occurred subsequent to the date of our report on the Audited Financial Report.  

The Audited Financial Report and Our Report Thereon 

We expressed an unmodified audit opinion on the Audited Financial Report in our report dated 29 
September 2021.   

Emphasis of Matter – Basis of Preparation 

We draw attention to Note 1 to the Summary Financial Statements, which describes the basis of 
preparation. The Summary Financial Statements have been prepared to assist the directors and 
members of the entity. As a result, the Summary Financial Statements may not be suitable for 
another purpose. Our opinion is not modified in respect of this matter. 

Other Information 

The directors are responsible for the other information. The other information comprises the 
information included in the entity’s Annual Report for the year ended 30 June 2021, but does not 
include the Summary Financial Statements and our auditor’s report thereon. 

Our opinion on the Summary Financial Statements does not cover the other information and 
accordingly we do not express any form of assurance conclusion thereon. 
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ROYAL FLYING DOCTOR SERVICE OF AUSTRALIA (VICTORIAN SECTION) 
ACN: 004 196 230 

INDEPENDENT AUDITOR’S REPORT 
TO THE MEMBERS OF ROYAL FLYING DOCTOR SERVICE OF AUSTRALIA (VICTORIAN SECTION) 

Pitcher Partners. An independent Victorian Partnership ABN 27 975 255 196. Level 13, 664 Collins Street, Docklands, VIC 3008 
Pitcher Partners is an association of independent firms. Liability limited by a scheme approved under Professional Standards Legislation. 
Pitcher Partners is a member of the global network of Baker Tilly International Limited, the members of which are separate and independent legal entities 

Adelaide  Brisbane  Melbourne  Newcastle  Sydney  Perth   pitcher.com.au 

Other Information (Continued) 

In connection with our audit of the Summary Financial Statements, our responsibility is to read the 
other information and, in doing so, consider whether the other information is materially inconsistent 
with the Summary Financial Statements or our knowledge obtained in the audit or otherwise 
appears to be materially misstated. 

If, based on the work we have performed, we conclude that there is a material misstatement of this 
other information, we are required to report that fact. We have nothing to report in this regard. 

Directors’ Responsibility for the Summary Financial Statements 

The Directors are responsible for the preparation of the Summary Financial Statements in 
accordance with the basis of preparation described in Note 1 to the Summary Financial Statements, 
including their derivation from the Audited Financial Report of the entity for the year ended 30 June 
2021.   

Auditor’s Responsibility for the Summary Financial Statements 

Our responsibility is to express an opinion on whether the Summary Financial Statements are 
consistent, in all material respects, with the Audited Financial Report based on our procedures, 
which were conducted in accordance with Auditing Standard ASA 810 Engagements to Report on 
Summary Financial Statements. 

Independence 

In conducting our audit, we have complied with the independence requirements of subdivision 60-C 
of the Australian Charities and Not-for-Profits Commission Act 2012. We confirm that the 
independence declaration required by subdivision 60-C of the Australian Charities and Not-for-
Profits Commission Act 2012, which has been given to the directors of Royal Flying Doctor Service of 
Australia (Victorian Section) would be in the same terms if given to the directors as at the time of 
this auditor’s report. 

K L BYRNE PITCHER PARTNERS 
Partner Melbourne 

29 September 2021 

Royal Flying Doctor Service Victoria

Level 1, 345 Bridge Road  
(entry via Gleadell Street) 
Richmond VIC 3121 
T 03 8412 0400 
E info@rfdsvic.com.au 
www.flyingdoctor.org.au

ABN 71 004 196 230

Thanks to the kind support of individuals, 
families, corporations, governments and the 
community, the Royal Flying Doctor Service 
continues to provide vital health care to 
people in need. 

To help keep the Flying Doctor on the  
road and in the air, you can: 

> Send your donation to  
Royal Flying Doctor Service Victoria 
PO Box 7027, Richmond VIC 3121

> Phone us on 1300 669 569

> Visit www.flyingdoctor.org.au to  
make an online donation

How you can help > 
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