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Crowley’s Vision:
To provide an
inspirational living
experience through
rewarding relationships
with a focus on the
individual

Our Core Beliefs:
• Living Catholic values
• Delivering exceptional service
• Valuing each generation
• Leading by example

INDEPENDENT LIVING

RESIDENTIAL CARE

CROWLEY
CARE SERVICES
HOME CARE
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Crowley’s Promise:
Inspirational Living
Rewarding Relationships
Individual Focus
Commitment to each individual resident and client so
they can participate fully in life through our services,
facilities and accommodation;
Inspiration through leading accommodation and lifestyle
options tailored to the needs of each resident and client;
Relationships forged for a single purpose – to enable us
to better serve our residents and clients. We are part of
a dynamic Catholic Parish, the local Ballina community
and work closely with leading training and educational
establishments and regional health organisations.
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LEADERSHIP
STATEMENTS

On behalf of my colleagues on the St. Francis Xavier Parish
Aged Care Board, I’m delighted to present Crowley Care
Service’s 2016 three year Strategic Plan.
For the next three years, the Board has identified and
committed to implement key initiatives to ensure Crowley
remains at the forefront in the delivery of aged care services to
our region.
The Plan has fully embraced the Federal Government’s
Myagedcare reforms. It includes adjusting our delivery model
for Residential Care. This helps to ensure a seamless transition
for our existing residents and provides easy access for those
considering entry into Crowley.
A big part of the national reform program is Consumer Directed
Care – where our residents and clients have more say in the
care they receive based on their individual needs.
The reform program for the aged care industry is progressive
over many years. It includes implementing the national voluntary
quality indicators for aged care and we welcome these
changes, all of which help to professionalise our industry and
raise standards.
Our focus remains on quality options for our residents who
choose to live independently at Crowley, as well as continuing
to support an increasing number of clients through our Home
Care services.
This new three year Strategic Plan is our cornerstone for future
success. It guides us on our organisational pathway towards
excellence. It serves to ensure our residents, clients and
their families feel confident in the ongoing quality of our care
services across the entire organisation.

Steve Barnier
Chairman Parish Aged Care Board
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This Strategic Plan has many features that collectively enable Crowley to transition from a good
organisation to an even better one.
The three-year period in this Plan is charactarised by delivery and implementation as Crowley
continues expanding its footprint in key service areas to meet both current and future demands for
the highest quality care services.
In particular our redevelopment program will see the building and completion of Stage 1 of our Cherry
Street Site Master Plan and the ongoing planning for our successful future growth and development.
This significant redevelopment creates new buildings to make Crowley an even better place to live
and work for our residents and staff. It is part of our objective to support the growth and demand for
quality care services in our region.
At Crowley we will do great things if we have a sustained focus on developing positive and rewarding
relationships with our residents, their families, clients, staff and our broader stakeholders. This will be
achieved by focusing on the needs of the individual and by regularly seeking input on how we can
improve in all that we do.
Whilst Crowley is successful, we are continuing to strive to make our organisation even better. This
Strategic Plan provides the framework for that to happen.
A cornerstone to our success is continued prudent financial management so Crowley can grow
sustainably and plan effectively for the future. Ensuring we are in a position to fund our major projects
so that we remain a relevant and important part of the Parish and broader Ballina community is vital.
The Plan also highlights a number of key initiatives including how Crowley will continue deploying
proven technology and management systems. This will enable the lives of our residents and clients
to be enhanced, whilst also improving our organisational effectiveness and efficiency.
Just as important is in the development of our staff. It starts with a quality recruitment program and
includes significant investment in ongoing training for all our staff.
Because at Crowley we believe great organisations need great people to lead and implement
changes if sustained improvement is going to be achieved.

Michael Penhey
Chief Executive Officer

7

Good to great

Relationships

Our Focus on Relationships

From Good to Great

Our Key Stakeholders

Crowley’s Vision is to provide an
inspirational living experience through
rewarding relationships with a focus
on the individual. We believe that
all of our residents and clients are
individuals – each with their own
unique story to tell.

Crowley is actively working on
transitioning from a good to a great
organisation. This encompasses seven
key characteristics including: quality
leadership; having the right people in
the right positions who are passionate
about Crowley; openly confronting
difficult situations; ensuring we focus
on what we do best sustainably;
promoting a culture of discipline; using
proven technology wisely for the
benefit of our residents and clients;
and doing the small things really well.

Crowley places great store in building and managing positive
relationships with our stakeholders.

We focus on a relational approach.
Each day at Crowley is not just about
servicing the needs of our residents
and clients, it is about forging
meaningful connections that matter.

Our stakeholders enable us to connect meaningfully with both the
Crowley and broader communities.
Our internal stakeholders include:
Staff and volunteers
Leadership Group
Parish Priest
Parish Aged Care Board
Parish Finance Council
Parish Business Manager
St Francis Xavier Parish Diocese of Lismore
Crowley Auxiliary
Our external stakeholders include:
Residents, clients and families
GP’s, allied health specialists
Government agencies
Community
Peak bodies
Suppliers
Media
Local council, State and Federal Members of Parliament
Industry advisors
Competitors
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Result areas that will define us
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KEY RESULT AREA

KEY RESULT AREA

KEY RESULT AREA

KEY RESULT AREA

KEY RESULT AREA

KEY RESULT AREA

KEY RESULT AREA

KEY RESULT AREA

Financial
Sustainability

Business Growth
and Service
Development

People and
Culture

Residents,
Clients and
Relatives

Quality and
Systems

Asset
Management

Marketing and
the Brand

Governance and
Leadership

Crowley will
continue
to develop
contemporary
integrated systems
that deliver timely
and accurate data,
information and
knowledge

Crowley will ensure
the development
and management
of its assets
will support the
organisation’s
strategic objectives

Crowley will
continue to be
known as a
service leader
through marketing
strategies that
drive demand,
increase
awareness and
enhance reputation

Crowley will
continue to
develop a dynamic
leadership culture,
consistent with
our core beliefs
and guided by the
Catholic ethos

Crowley will
be a profitable,
financially
sustainable part
of the Ballina
Parish and be able
to fund its next
substantial building
and growth
development
projects

Crowley will
have expanded
its footprint in
all care services
(Residential,
Retirement Living
and Home Care)
in Ballina and
the surrounding
regions to meet
current and future
service demands
and community
expectations

Crowley will remain
an employer of
choice and have
an engaged
workforce,
committed to
delivering superior
customer service
and care to all
stakeholders

Crowley will
continue to
strive towards
the development
of positive
and rewarding
relationships
through our focus
on the individual
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For all enquiries:
Crowley Care Services
154 Cherry St,
Ballina NSW 2478

P: 1300 139 099
E: info@crowley.org.au
W: www.crowley.org.au

