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Welcome to the Seniors Rights Service
2024-2025 Annual Report.

As the largest Ageing Peak Agency in NSW we have continued to support
older people and their carers across New South Wales with free legal
advice, aged care and financial advocacy and information.

Our role is to advocate for older people, assisting them and their carers to
claim their rights and support them in exercising those rights so that they
enjoy a rich life as seniors and respected members of the community with
dignified and equitable access to the care and support they need.

As an organisation dedicated to protecting and advancing the rights of
older people, particularly vulnerable and disadvantaged groups we have
continued to provide leadership on a broad range of issues that impact the
rights and dignity of older people in NSW. Through this 2024-2025 annual
report we share highlights of our many achievements from the year.

Always was, Always will be, Aboriginal land

Seniors Rights Service recognises and acknowledges Aboriginal and Torres
Strait Islander Peoples as Australia’s First Nations people and their ongoing
connection to land, waters and culture. We pay our respects to Elders past
and present.

Some names in this publication have been changed to protect people’s identities.
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About Us

Protecting and advancing the rights of older people

Our Vision

A society that respects and upholds

the rights of older people.

Our Purpose

The purpose of Seniors Rights
Service is to raise awareness and
empower older people to activate,
uphold, extend and defend their
individual rights.

We achieve our purpose by
providing accessible and
confidential legal services, aged
care advocacy and information.

Our Service Principles
In all of our endeavours, we will:
« empower older people as rights

holders and active contributors to
society

provide high quality, appropriate
and timely services

provide equitable access to
services for seniors regardless

of race, nationality or ethnic
origin, gender, marital status,
disability, religion, political beliefs,
sexual preference, or any other
characteristic

support the capacity development
of our staff to ensure they can
deliver high quality services
collaborate with other
organisations in pursuit of
common goals

« work with broader civil society to

foster respect for older members
of society and their individual
rights.

Our Priority Populations

Seniors Rights Service prioritises
engagement with older people who:

are disadvantaged and vulnerable
are Aboriginal or Torres Strait
Islander Peoples

reside in regional, rural and
remote locations

are from culturally and
linguistically diverse backgrounds

identify as lesbian, gay, bisexual,
transgender, intersex, queer or
other.
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Qur vision is
for a society
that respects

and upholds
the rights of
older people



At a Glance

Our Services

Legal Assistance

0,011

Information Enquiries

10,578

Education Sessions

1,454

Net Promoter Score

/9

Advocacy Cases

2,505

Community Events

273

Net Promoter Score is an industry
standard for tracking how likely a
client will recommend a service to
another person and overall client
satisfaction based on customer
feedback.

Social Media and Website

0 Facebook Followers
35,589

o7

Instagram Followers
1,486

Website Visitors

56,000
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Impressions

1.58M

Interactions

59,227

Brochure Downloads

9,185



Our Board

Seniors Rights Service thanks all our Board members for their guidance
and thoughtful contributions over the year.

Hakan Harman
Chairperson

Hakan is a Non-Executive Director,
Director, Committee Chair, Company
Secretary, CEO, COO and CFO with
over three decades of board level
experience across organisations

in community services, aged care,
human rights, governance, arts and
culture as well as extensive prior
private sector experience.

At Board level he helps
organisations to make a greater
impact by leveraging expertise

in finance and accounting,
operations, governance, strategic
planning, government relations,
grants management, funding,
compliance, revenue diversification,
risk mitigation and change
management. Hakan has deep
knowledge of diversity, equity

and inclusion and multicultural
communities of New South Wales.
He is passionate about human
rights, social cohesion, governance
and risk.

Andrew Byrnes

Andrew is Emeritus Professor of
International Law and Human
Rights at the University of New
South Wales (UNSW), an associate
of the Ageing Futures Institute
and the Australian Human Rights
Institute at UNSW, and a Fellow

of the Academy of Social Sciences
in Australia and of the Australian
Academy of Law. He has served as
President of the Australian and New
Zealand Society of International
Law and Vice-President of the
Asian Society of International Law,
as well as external legal adviser

to the Australian Parliament’s
Joint Committee on Human Rights
and as a member of the Human
Rights Committees of the NSW Bar
Association and the Law Council of
Australia.

Annual Report 2024 — 2025 | 9

Ours is a voluntary Board and we acknowledge the time they

generously give to the organisation.

Matthew Cleary
Finance Audit and Risk
Committee Chair

Matthew has extensive
management and not for profit
governance experience across a
range of sectors including health,
social and disability. Within the
aged care space he has worked

as a Senior Project Manager

for the Older Persons Advocacy
Network. Matthew has also

worked extensively overseas in
humanitarian management roles
supporting people and communities
in need. Additionally, he has worked
for St Vincent de Paul as Executive
Officer based at the Matthew
Talbot Hostel and as a consultant
at PwC on Aboriginal and Torres
Strait Islander primary health care.

Nitika Bhala

Nitika is the General Manager
Finance at YWCA Australia with
extensive experience across both
the not for profit and private
sectors. She leads the financial
operations of multiple entities and
also provides strategic oversight
in budgeting, financial planning,
compliance and risk management.
Nitika has strong expertise in
managing property development
projects, community housing
operations and government grants
to ensure sound governance and
sustainable outcomes. She holds a
Master of Business Administration
alongside a Master of Economics
and a Bachelor of Commerce. Nitika
is also an Associate Member of
Certified Practising Accountants
Australia.



Sandra Di Bella

Sandra Di Bella holds a Bachelor
of Arts/Law from the University

of New South Wales and a

Master of Laws (Hons) from the
University of Sydney. With over

40 years legal experience across
corporate, government and not for
profit sectors, she was a partner
at Deacons (now Norton Rose
Fulbright) and later held senior
legal and governance roles within
the National Australia Bank Group.
Sandra founded her own practice
supporting consumer protection
and charities and served as the
inaugural in house legal adviser

to the Art Gallery of NSW. She is
dedicated to justice, governance
and protecting seniors rights.

3

Deanna Henville

Deanna holds a Diploma of
Management - Juvenile Justice

and a Bachelor of Social Work

from UNSW. She brings strong
grassroots experience in community
engagement, particularly through
her work with the City of Sydney
Council. Her involvement in issues
such as homelessness combined
with a practical, common sense
approach and ability fo connect
with communities are recognised as
key assets she brings to the Board.

Deanna has contributed extensively
as a volunteer, supporting people
experiencing homelessness at the
Wayside Chapel, visiting socially
isolated elderly clients through
Sisters of Charity Outreach in
Eastern Sydney, and providing
respite and recreational support to
people with disability in Maroubra.




The services we provide remain

in high demand for a number

of demographic, economic and
societal reasons. New South Wales is
experiencing an ageing population,
coupled with rising living costs

and increasing levels of digital and
physical isolation. These trends will
continue into the foreseeable future,
prompting us to devote significant
resources towards preparing for the
challenges ahead.

Across the year, the work
undertaken in continuous quality
improvement and refining our
systems has supported the most
important aspect of our work,
enabling solicitors and advocates to
spend more of their time doing what
matters most - working with older
people.

In the 2024-2025 financial year,

we provided seniors with legal
assistance and critical advocacy in,
and information about, aged care
services and aged care financial
matters. Each interaction represents
a step towards ensuring that older
Australians are heard and that we
actively work towards achieving
meaningful outcomes for them.

Qur purpose is to
advocate for older people,
assisting them and their
carers to claim their rights
and supporting them

in the exercise of those
rights, so they enjoy a

rich life as seniors and
respected members of
the community
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Chairperson and CEO Report

Hakan Harman
Chairperson

Shannon Wright
Chief Executive Officer

In the 2024 - 2025 financial year
Seniors Rights Service continued
to provide expert legal services,
aged care and financial advocacy
and information to people over the
age of 65 across NSW and to First
Nations people over the age of 50.

Our purpose is to advocate for
older people, assisting them and
their carers to claim their rights and
supporting them in the exercise of
those rights, so they enjoy a rich life
as seniors and respected members
of the community with dignified
and equitable access to the care
and support they need. This lies in
empowering older people from all
walks of life to age with dignity and
respect, ensuring their rights are
recognised and prioritised in every
aspect of care and support.

Our efforts remained on working
with all older people with a
particular focus on older people
who are isolated and disconnected,
in unstable or transient housing,
have communication or cognitive
limitations, are from First Nations
communities and those experiencing
or at risk of experiencing violence or
trauma.



Our Aged Care Advocates delivered
971 information sessions in aged
care homes, empowering residents
with knowledge of their rights to
safe, high quality care, to live free
from abuse and to choose a trusted
person - including an aged care
advocate - to support or speak on
their behalf.

We also facilitated 441 community
group sessions to raise awareness
of the challenges faced by older
people and to promote the support
available through Seniors Rights
Service.

As a Community Legal Centre, we
have stood firmly alongside older
people in need of legal advice

and representation. Our solicitors
provided 2,189 legal advice sessions
to 1749 clients and actively engaged
in 170 community legal education
sessions covering various topics
pertinent to older people.

Wik Fair Trading A Communities
NSW and Justice

GOVERNMENT

Legal Aidgy

Seniors Rights Service is committed
to making systemic contributions
to policy discussions and research
that improve our understanding of
older people’s needs and enhances
their rights. Throughout this period,
our leadership team has played

an active role in consultations
regarding the new federal Aged
Care Act, elder abuse, coercive
control, the health impacts of
isolation and disability access
standards tailored for older
individuals.

We would like to take this
opportunity to thank our funding
bodies:

The Australian Government
Department of Health and Aged
Care through the Older Persons
Advocacy Network

Legal Aid NSW

NSW Department of Communities
and Justice through the Ageing
Peaks program

NSW Fair Trading

V. Australian Government

=" Department of Health and Aged Care

To the Seniors Rights Service
team, we express our heartfelt
appreciation for your unwavering
commitment to safeguarding and
advocating for the rights of older
people across NSW. Your care,
expertise, passion and respect

for older residents enable us to
excel in our mission and to ensure
that dignity and fairness remain

at the heart of everything we do.
It is because of your dedication
that Seniors Rights Service is

able to stand alongside older
people, amplifying their voices and
supporting them when they need it
most.

We also wish to acknowledge our
Board members whose continued
support, guidance and strategic
insights provide the strength and
stability that underpin our work.
During this time we also welcomed
Sandra Di Bella and Deanna Henville
to our Board. Your leadership
ensures that Seniors Rights Service
remains a trusted, credible and
impactful advocate for older people,
now and into the future.
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We take immense pride in the
work our staff undertake across
the state - whether in providing
legal advice, delivering advocacy,
offering education or engaging
directly with communities. Each
contribution, large and small, makes
a meaningful difference in the lives
of older people and advances our
shared vision of a society where
the rights of older people are
recognised, valued and protected.

We are deeply proud of the
remarkable contributions our staff
and Board members make every
day to improve the lives of older
Australians and to defend their
rights. As we look ahead, we remain
committed to supporting your vital
work and recognising the lasting
impact you create.



Our People

Our Commitment to Creating a Vibrant Workplace

Seniors Rights Service are actively
committed to creating a vibrant
workplace where every individual
feels welcomed and valued for their
unique perspectives. We understand
that by providing a great employee
experience we ensure that our

team is dedicated to our vision and
purpose which ultimately benefits
the clients we serve.

Employee feedback highlighted
opportunities for us to enhance

the employee experience. In
response we implemented several
initiatives during the year to ensure
we listened to and acted on the
recommendations we received.

We shifted our recruitment practices
to prioritise internal appointments
wherever possible. This resulted

in 12 successful tfransfers within

our organisation. We invested in
leadership development to empower
our leaders with the skills they need
to unlock their potential and inspire
their teams to excel.

We implemented an annual Inspire
Awards program to recognise
employees for service milestones
and excellence at work and we
infroduced an employee newsletter
to inform employees about changes
and opportunities and deepen our
connection to each other through
sharing staff achievements and
contributions.

These initiatives reflect our ongoing
commitment to enhancing the

employee experience and nurturing
a culture of growth and recognition.

Future Focused
Our All Staff Conference

We hosted our annual staff
conference in Sydney for the third
consecutive year in May 2025 and
brought together our whole team for
two exhilarating days of inspiration
and collaboration. This wasn’t just

a gathering, it was a dynamic
powerhouse of ideas where a stellar
lineup of industry speakers shared
insights and led interactive sessions
that illuminated the critical issues
and emerging trends shaping our
sector.

This year’s theme ‘Future Focused’
hit home as we explored the ever
evolving landscape of the aged
care sector and reaffirmed our vital
mission to empower older people to
activate, uphold, extend and defend
their rights. It was an incredible
opportunity for our employees to
learn from leading experts and
engage in vibrant discussions.

On the second day, we hosted

an inspiring strengths session
designed to help everyone uncover
their unique talents and diverse
work styles. This initiative set the
stage for a thriving culture of
collaboration that will enhance the
quality of our services and deepen
our community engagement.
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Inspire Awards
Celebrating our People

We also had the privilege of hosting
our inaugural Inspire Awards during
the conference dinner! This was a
magical event where we celebrated
the dedication of our employees
who reached a service milestone
between five and 15 years and
honoured the remarkable efforts

of our winners and finalists in the
Inspire Excellence Awards. It was

a night filled with recognition and
inspiration!

Seniors Rights Service
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Meet our 2025 Inspire Excellence Award Winners who exemplified
excellence in their actions and deeds during the year.

Sue Siggee
Compassion Winner

Sue worked with a
caller whose aggressive
approach strained
relationships with care
providers, putting her
frail mother’s needs at
risk.

Sue focused on the
vulnerable client at

the centre of the issue.
Her empathy helped
separate the caller’s
frustrations from the
client’s predicament.
Thanks to Sue’s patient
approach and clear
direction, the provider
engaged constructively
and she secured a good
result for the client.

Sue’s compassion
transformed an
unresolved situation
into a meaningful
resolution, exemplifying
the dedication she
brings to her work.

Dinuka Fernado
Collaboration Winner

Dinuka consistently
shares her knowledge
and supports the
learning of others. She
actively engages with
colleagues around
Salesforce, helping
them understand how
the system works and
its structure. Dinuka
excels at explaining
concepts in various
ways to accommodate
different learning
styles and needs and
presents information
clearly, ensuring that
everyone can grasp the
concepts. Her patience
is commendable and
she never comes
across as patronising.
Additionally, she
anticipates the needs of
others, demonstrating
foresight in her
interactions.

Rachel Muscarella
Integrity Winner

Rachel is a reliable,
loyal and honest
person, which are three
qualities that make up
the trait of integrity.

Her honesty shines
through in everything
she does, whether she’s
working with the team
or interacting with
clients. Having someone
like Rachel on our team
helps us stay true to our
mission of putting older
people first.

Rachel is genuine
and believes in giving
everyone a fair go.
She holds strong
values about honesty,
especially in her

role as an advocate,
which makes her an
invaluable member of
our organisation.

Lucy Letner
Respect Winner

Lucy constantly
demonstrates a deep
respect for the diverse
backgrounds and
experiences of her
colleagues and clients.

She actively listens,
seeks to understand
different perspectives
and encourages
open dialogue.

Her thoughtful
facilitation ensures
that discussions
remain constructive,
even when the topics
are sensitive or
challenging.

Lucy’s efforts have
positively impacted
team collaboration and
clients have benefited
through staff being
further equipped to
provide inclusive and
appropriate support.

Jade Brady
Quality Winner

Jade approaches every
task with thoughtfulness
and meticulously
examines all aspects, to
ensure that no detail is
overlooked.

Her ability to conduct
thorough research is
impressive and she
delivers results that are
high quality and well
informed.

She genuinely values
the perspectives

and opinions of her
colleagues, encouraging
open dialogue and
inviting others to

take the lead when

they possess greater
expertise.

This collaborative spirit
enhances the quality of
our work and cultivates
a sense of teamwork
and shared purpose.
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Jen Tilocca
Safety Winner

Jen has played

a crucial role in
enhancing the safety
culture at Seniors
Rights Service
through her calm,
thoughtful leadership
and commitment to
employee wellbeing.

Recognising the
challenges of
frontline advocacy,
she implemented
deescalation training
and established a
wellbeing support
framework to foster
confidence, resilience
and dialogue.

Her inclusive and
forward-thinking
approach, which
encourages feam
input, has normalised
proactive planning,
peer support and open
communication.



Making Society Better for
the Older People We Serve

Seniors Rights Service has
represented the interests of older
people to effect policy and systems
change to improve older people’s
lives and with almost four decades
of experience in giving voice
through our advocacy, information,
education and advice we are the
premier ageing peak agency in NSW.

In 2024-2025 we continued to work
closely with the NSW and Federal
Governments and the relevant
Commissions and Agencies to
inform, influence and advocate

for older people. We had extensive
input through the Department of
Communities and Justice to further
the NSW Government’s Ageing Well
in NSW: Senior Strategy 2021 -2031
and have a specific role under the
Ageing Well actions plan under Focus
Area 4: Being Resilient and Informed.

Alongside our extensive work with
the Office of the Attorney General
NSW, the NSW Ageing and Disability
Commission and the Aged Care and
Quality and Safety Commission we
worked with the NSW Ministerial
Adyvisory Council on Ageing to
continue to advise and inform on

the needs and issues of older NSW
residents.

Within the ageing sector we work
with our peers through membership
and collective action to call for
systemic and community change for
older people, especially those older
people who are vulnerable. We do
this through working with agencies
including Community Legal Centres
NSW, the NSW Women’s Alliance,
NSW Council of Social Service,
Elder Abuse Action Australia, the
Older Person Advocacy Network,
the Global Alliance for the Rights of
Older People and the International
Federation of Ageing.

As the largest NSW Ageing Peak
agency we provided system
design and policy input at state
and federal levels in Australia,
worked on submissions for the
new Aged Care Act, Retirement
Village Regulation, the Progress of
Royal Commission, Independent
Commission for Victims Rights and
we endorsed proposed changes and
provided feedback on the Ageing
and Disability Commissioner Act
amendment.

-
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Aged Care Advocacy

Melanie Lennon
Manager, Advocacy
Operations and

and Regional Services

Seniors Rights Service provides

free, confidential and independent
information to older people and their
representatives on the complexities
of the aged care system. Our
services empower older people to
understand their aged care rights,
enabling informed choice, confident
decision making and self advocacy.

We provide advocacy support,
information and education to older
people living in residential aged care
as well as those receiving or seeking
to receive aged care services in the
community.

Our dedicated team of specialised
Intake Officers, Aged Care
Advocates and Financial Advocates
play a vital role in supporting older
people who reach out for assistance.
The team of highly qualified and
trained professionals listens carefully,
responds with expertise and ensures
that every concern is addressed with
respect and care.

Aged Care Advocates provide
tailored, individualised advocacy
support. This may include helping
people understand their care needs
and arrangements, improving
communication with service
providers, explaining aged care
fees and charges and assisting with
concerns or complaints. In every
instance, our goal is to stand beside
older people and ensure their voices
are heard and their rights upheld.

The impact of our advocacy is
profound. Having someone on your
side can be life changing for older
people.

The information and advocacy
topics we advise on include:

« understanding your aged care
rights and responsibilities

» support to engage with My Aged
Care

» supported decision making

» aged care service providers fees,
rules and charges

* interacting with the Aged Care
Quality and Safety Commission
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The Financial Advocacy team
supports older people in making
informed aged care decisions and
resolving issues related to the
financial aspects of home care
packages and residential aged
care. Our Financial Advocates
assist clients in reviewing their care
costs, understanding the fees they
are being charged and clarifying
any concerns about pricing. They
work closely with clients to ensure
transparency and support informed
consumer choice, helping older
people feel confident and in control
of their financial decisions within the
aged care system.



The team continues

to build and maintain
relationships and referral
pathways through
community engagement
and in this financial

vear has planned and
delivered more than 200
events

Each year we strive to visit every
residential aged care home across
NSW and this year we made 971
visits. When we go to a residential
aged care home we deliver an
engaging aged care rights session
that outlines older people’s rights
when they receive aged care, what
to do if they are not happy with
their care arrangements and how to
go about talking with their provider
to make things better. While we are
there we can speak to clients who
have any issues and support them
to have them addressed then and
there, or work with the older person
and the facility if the issue takes
longer to resolve.

In addition to our Financial and
Aged Care Advocates we have

a small team of Community
Development Officers who
undertake activities in the
community to let people know how
they can contact Seniors Rights
Service and what sort of support we
can provide to them.

The team continues to build and
maintain relationships and referral
pathways through community
engagement and in this financial
year has planned and delivered
more than 200 events. These
events included reaching out to
the LGBTQ+ community through
Fair Day, attending the Elder
Olympics and NAIDOC Week events
where we engaged with older First
Nations people as well as various
other metropolitan and regional
community engagements.
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A focus for the Community
Development Officers was to
deliver awareness raising sessions
and expand our reach across the
geographical area of NSW using a
statewide approach. This resulted
in the delivery of awareness raising
sessions o community groups and
organisations such as the Aged
Care Volunteer Visitors Scheme,
NSW Men’s Shed annual gathering,
State Emergency Service branches
and volunteers, coordinators

of Care Finder services within
Primary Health Networks, Services
Australia’s Aged Care Specialist
Officers and Financial Information
Service Specialist Officers, the
South West Sydney Community
Transport annual staff and volunteer
conference, the Meals on Wheels
annual conference and many other
local government initiatives.



Case Studies
Lacking Care, Mary’s Story

This case study outlines the issues of
physical and emotional abuse of an
older person living in a residential
aged care home where the family
noticed that, over a period of
several weeks, their 84-year-old
mum who was living with dementia
was presenting with poor hygiene,
significant weight loss and had
excessive bruising on her arm and
legs. When they enquired about
these issues they were told the older
person was refusing to go to the
shower block and so staff didn’t
take them. In addition, there were
personal items that had gone astray
including the clients hearing aids.

As our advocate spoke further to
the family we learned that the client
has limited mobility and relied on
staff for most of her daily activities
including bathing, dressing and
eating. This was concerning as it
seemed to the family that their
mum was more withdrawn and
anxious when around certain staff
members. The family outlined that
communication with their mum
was sometimes difficult and some
staff found her broken English
challenging to understand.

The family visited multiple times
a week with no pattern as far as a
particular day or time.

The family said they have spoken
with the residential aged care
home staff about the bruising and
were told the client had likely fallen
or bumped into furniture. After
querying further some staff had
said that they couldn’t answer
exactly what happened but added
the residents are watched 24 /7
and that this type of thing happens
with lots of older people and so
there was nothing to really be
concerned about. The family found
the staff were often dismissive and
documentation of these issues was
not always recorded or minimal
notes were available.

At the end of each visit the family
would normally inform staff of

their intended return date and
time, however when they arrived
unannounced one day, they heard
yelling from the client’s room and
witnessed the staff member roughly
handling the older person and
speaking harshly to them. When the
family member entered the room
the staff member stopped with an
astonished look on their face and
quickly exited the room. One family
member stayed with their mother
with the other following the staff
member.

The family member let us know

that they needed some support to
understand the correct process to
make a formal complaint about the
staff’s behaviour and the abuse that
had been witnessed as well as the
residential aged care home’s poor
communication and poor quality

of care. They noted that they didn’t
want the complaint to make the
situation worse for the older person.
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Our advocate followed
up with the family a week
later and the family had

a face to face meeting
with the facility manager
and clinical nurse and as
a result the care plan had
been updated



Our advocate talked through

the Charter of Aged Care Rights
with the family and provided an
explanation of Serious Incident
Response Scheme which aims to
reduce the abuse and neglect of
people accessing aged care and the
responsibility that the residential
aged care home has in reporting
incidents such as the one they had
witnessed.

With the support of our aged care
advocate and the use of the Self
Advocacy Toolkit, the family felt
empowered to raise the issues with
the facility manager. The family
said they felt equipped with all

the information provided to self
advocate with the home in the first
instance.

Our advocate followed up with the
family a week later and the family
had a face to face meeting with
the facility manager and clinical
nurse and as a result the care plan
had been updated to include client
choice for showering so that their
mum had control over her showering
time and frequency. In addition,
the family had placed restrictions
on those staff where issues had
been noted and the report to the
Serious Incident Response Scheme
was provided, noting that there
was bruising from a possible fall
albeit there were no witnesses.

The manager had instigated

staff training to address handling
of residents in a respectful way
and working with challenging
behaviours.

The family felt that they had been
listened to and decided not to
make a more formal complaint with
the Aged Care Quality and Safety
Commission, however, they felt
confident in knowing how to make
such a complaint if any incident in
the future were to arise they would
not hesitate to raise an issue for an
investigation.

Annual Report 2024 — 2025 | 29

Over Contributing, Janice and Fredrik’s Story

A couple living in permanent
residential care had followed the
recommended steps of completing
their means assessment prior to
moving in and Services Australia
had advised them that one partner
was classed as a partially supported
resident and he could only be asked
to pay a substantially reduced
lump sum called a ‘Refundable
Accommodation Contribution’
towards his accommodation costs.

The service provider advised
against this and instead pressured
their daughter to sell her home to
fund a much higher ‘Refundable
Accommodation Deposit’ of
$650,000 for each of her parents
so they wouldn’t be separated or
exited.

After Services Australia referred the
matter to Seniors Rights Service
the Financial Advocacy Officer
reviewed the billing and the clients
means assessment and confirmed
that the client was a Refundable
Accommodation Contribution payer
and had also overpaid other fees
during his stay.

The Financial Advocacy Officer
then worked to ensure a refund of
the overpaid fees - with the end
result being that the $346,000 in
overpaid accommodation costs
were refunded back to the client’s
bank account and further $12,000
in overcharged Means Tested Care
Fees and Daily Accommodation
Payments was refunded to the
client.
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Quality in Our Advocacy Work

During this year we strengthened
our systems, compliance and
practice support for the aged care
advocacy team. The focus was on
improving systems, building practice
consistency and ensuring quality and
compliance are strong.

The practice and compliance work
supports the advocacy team to
understand how advocacy leads to
improved outcomes for older people
and connect their everyday work

to the broader strategic impact of
Seniors Rights Service.

Practical tools such as manuals,
procedures and quick guides

were reviewed and updated with
additional resources created where
needed. Feedback from advocates
and managers was used to refine
materials so they reflected real
practice and addressed team
requirements.

In addition to relevant
documentation a review of advocacy
systems was undertaken and where
required refinements were made

to support the practical work of
advocates. This ensured consistency,
data reliability and confidence
across the advocacy teams.

Across the year, the work undertaken
in improving our systems and
providing clear guidance has
supported the most important
aspect of the advocacy work,
enabling advocates to spend more of
their time doing what matters most -
working with older people.



Statements From Our Board

Voluntary Assisted Dying - Choice and Dignity

Seniors Rights Service exists to
advocate for older people, assist
them and their carers to claim
their rights and support them in
the exercise of those rights, so
they enjoy a rich life as senior
and respected members of the
community with dignified and
equitable access to the care and
support they need. It is in alignment
with the values and purpose of
Seniors Rights Service that the
Board’s position on voluntary
assisted dying is supportive.

Voluntary assisted dying is an
emotive topic and laws will be
amended and evolve as voluntary
assisted dying becomes increasingly
accepted. Current laws require a
person to have decision making
capacity and voluntary assisted
dying is not currently an option

for older people who are under a
guardianship order.

The Board’s position statement
in support of voluntary assisted
dying reinforces the importance
of palliative care, is minimalist in
approach and presented right for
discussion.

The Board of Directors of Seniors
Rights Service supports the rights
of older people to make decisions
about all aspects of their lives and
this extends to difficult and complex
decisions associated with end-
of-life care. The Board supports
legislative reforms that advance

the rights of older people with life
limiting physical iliness to choose

to die at a time and in a manner
acceptable to them. The Board also
recognises the important distinction
between voluntary assisted dying
and palliative care and supports the
rights of older people for continued
and unfettered access to quality
palliative care.

The Board of Directors of Seniors
Rights Service encourages and
supports ongoing discussion that is

well informed, honest and respectful.
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Our Support for a Human Rights Act in NSW and Australia

Seniors Rights are Human Rights

Since our founding, the fulfilment
and realisation of rights has
underpinned not only our
establishment in 1986 but all our
work over the past four decades.
Seniors Rights Service exists to
advocate for older people, assisting
them and their carers to claim
their rights and support them in
the exercise of those rights, so
they enjoy a rich life as a senior
and respected member of the
community with dignified and
equitable access to the care and
support they need.

The support of human rights is

part of our very fibre and we are
lending our voice and committing
our collective action to campaigns
calling for the legal articulation and
protection of rights through the
formation of Human Rights Act.

Seniors Rights Service calls on the
New South Wales and Australian
governments to place human rights
at the heart of laws, policy and
decisions and implement a Human
Rights Act at both state and federal
level.

The implementation of a Human
Rights Act will safeguard the rights
and dignity of all and allow for
meaningful pathways to justice
when a denial has occurred. We see
firsthand the detrimental impacts
the lack of access to rights can
have on older people and we also
know it does not have to be this
way. Through education, access

to information and a change in
approach and practice we can
enable better outcomes and in turn
ensure that a rich life is within reach
of all older people in NSW.

SeniorsmghtsSeMcu.om.au




Legal Services

Ken Beilby
Principal Solicitor,
Manager Legal Services

Seniors Rights Service is
a specialist community
legal centre assisting
older people across
NSW. We provide high
quality legal information,
referrals, advice and
casework assistance in
most areas of civil and
family law

Our Strata Legal Service that
assists clients that are lot owners
within a strata scheme and who
seek advice in relation to by-laws,
repairs to common property, a
proposed collective sale agreement
and other disputes with the Owner’s
Corporation.

Our Supported Accommodation
Legal Service assists clients that
live in, or are looking to move into,
supported accommodation such
as retirement villages, residential
aged care homes, boarding

houses or hostels. Common issues
that clients seek assistance with
include recurring charges, budgets,
termination of agreements, repairs
and disputes with management.

In addition to our specialist services
above we have a generalist Legal
Service for assistance on all other
legal issues that are within scope
for Seniors Rights Service including
consumer complaints, guardianship,
Wills probate, power of attorney,
residential tenancy agreement
including land lease communities,
credit and debt issues and domestic,
family and sexual violence matters.

Our legal team partners with the
University of NSW to provide
placements for interns over a 10
week period each term as part of
their ‘Work Integrated Learning’
subject. Interns assist solicitors with
research, drafting documents and
client engagement.

We gratefully acknowledge the
funding we receive from NSW

Fair Trading for our Strata and
Supported Accommodation

legal services. We also gratefully
acknowledge the funding of the
Community Legal Centres Program
administered by Legal Aid NSW for
our Domestic, Family and Sexual
Violence and Generalist legal
services.

Baker

McKenzie.
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Thank you to our
pro bono partners

We continue to work with Baker
McKenzie, Dentons, Hall & Wilcox,
Holding Redlich and Wotton
Kearney in our pro bono clinics we
remain very grateful for the support
of these partners who enrich the
work we do with older people in
NSW.

Each firm kindly contributes the
time and experience of their
solicitors to advise our clients on

a roster basis. Their assistance
enables Seniors Rights Service to
take on more complex and impactful
casework that would otherwise need
to be referred to private solicitors.

Wotton Kearney, in addition to their
pro bono clinic assistance, have
provided a secondee paralegal from
their team to assist our First Nations
clients one day per week. The
paralegal works with our solicitors
to engage with clients and with our
intake team to provide information
and referral services to clients that
we cannot assist with advice.

. ."’- .
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Case Studies
Running Hot, James’ Story

James lives in a retirement village
and the operator had altered his hot
water systems so that the maximum
temperature of the hot water was
45 degrees and the water pressure
was turned down. When asked, the
operator advised James that this
has been done for his and other
residents’ safety so that they did
not burn themselves when using hot
water. James asked the operator to
return the hot water system to its
previous working condition however
the operator refused.

Seniors Rights Service provided
advice to James confirming that
the actions of the operator were a
breach of his agreement and that
the operator could not unilaterally
vary a service provided by the
village. Hot water is an essential
service provided in a retirement
village and adjustments to the hot
water system requires approval
from the residents.

Seniors Rights Service advocated
for James with the operator who
then agreed to restore the hot water
system to its previous working order.
The operator completed this work
within a week of being contacted by
Seniors Rights Service.

Paying a Premium, Andrew’s Story

Andrew lives in a Housing NSW
property and is in receipt of

the aged pension. Andrew has
longstanding mental health issues,
is currently in cognitive decline and
requires support through his home
care package for assistance with
everyday tasks.

Andrew was referred to Seniors
Rights Service by a support person
as he was in financial distress and
not purchasing all his medications.
After speaking with Andrew it
became clear that he could not
afford his essential medication as he
was paying a significant proportion
of his pension into a funeral
insurance scheme.

In 2011 Andrew opened a funeral
insurance policy valued at $5,000.
Since that time, Andrew has paid
$42,838 in premiums for this policy.

Seniors Rights Service assisted
Andrew to cancel his insurance
policy and to obtain a full refund

of all monies paid under the policy.
Andrew now has money to pay for
his funeral in a savings account and
is also able to afford his essential
medications.

A Bad Place, Peta’s Story

Peta’s husband recently passed
away and Peta was looking to sell
her home and move into something
smaller. Peta was grieving the

loss of her husband of 40 years

as well experiencing issues with
her own health and mobility which
contributed to her feelings of
depression. Peta described herself
as being “in a very bad place”.

Peta relied on the advice of two

of her friends who encouraged

her to rent instead of buying. Peta
relied on their experience as retired
real estate agents and property
investors. Peta’s friends had also
recently purchased a two-story
townhouse that they encouraged
Peta to rent.
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The townhouse did not suit Peta’s
needs as it had stairs that she was
not able to use due to her mobility
issues, however under pressure of
her friends, Peta agreed to rent

the townhouse for $1,500 per week
(which was significantly over market
value). Peta’s friend also asked her
to pay one year of rent in advance
which Peta did.

Seniors Rights Service assisted Peta
to end her tenancy agreement due
to hardship, recover the rent paid

in advance as well as to obtain a
reduction in the rent paid due to the
predatory actions of her friends.




Amplifying Our Voice
Shaping Conversations

While remaining focused on
informing and empowering seniors
in NSW we have expanded our
strategy to inform the carers and
adult children of older people

in targeted campaigns that
demonstrate the benefits of our
services for ageing parents.

Our radio campaigns reached over
337,000 people aged 70+ and over
540,000 women 40-64, who are the
most common care providers for
older relatives, with 1,552 spots in
metro and 4,797 in regional areas
across NSW.

In our social media strategy, we
have continued highly targeted and
localised promotion of our many
community events, informing older
people of opportunities to meet
face to face with our advocates and
solicitors in their local areas, further
enhanced this year by the addition
of an online events guide on our
website.

Our largest campaign was
developed around an innovative
podcast format. Collaborating with
the She Wasn’t Born Yesterday
Podcast our advocacy specialist
Margaret met with the hosts to
chat about the realities of ageing
and the rights that accompany the
journey. The panel discussed ageing
with dignity and the importance of
individual rights. The conversation
highlighted the evolving landscape
of aged care, emphasising the
need for personal choice, the

right to take risks and the value of
maintaining dignity and autonomy.
The engaging conversational

and information packed format
resonated with our audience across
Youtube, Facebook and Instagram,
reaching well over one million

older people in NSW, gaining many
thousands of likes and encouraging
lively conversation with hundreds of
comments across the videos.

We continue to engage and inform
on relevant topics such as elder
abuse awareness, voluntary assisted
dying, scam awareness, aged care
rights, First Nations issues, human
rights and the implications of the
new Aged Care Act.

We support and amplify the work of
likeminded organisations including
OPAN, COTA Australia, Aged Care
Quality and Safety Commission,
ACON, NSW Health, Community
Legal Centres Australia, Ageing and
Disability Commission, Energy &
Water Ombudsman NSW and many
more.

Other topics we have actively
promoted to inform and empower
older people in NSW include:

* Retirement village rights

» The right to safe and quality care
- IDAHOBIT

* National Reconciliation Week
My Aged Care

« WEAAD

 Self advocacy

* NAIDOC

» Elderspeak

 The new Aged Care Act

* Home care

 Strategies to improve mobility,
health and wellness

* Financial advocacy

» Making complaints

* Loneliness awareness

* The Statement of Rights

* Preventing abuse of older people
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Act Now for
a Dementia-
Friendly
Future
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Financial Report Year Ended 30 June 2025

Statement of profit or loss and other comprehensive income

for the year ended 30 June 2025

2025 2024

Note $ $
Revenue
Revenue from contracts 4 11,929,709 11,152,635
Other income 258,142 611,125
Total revenue 12,187,851 11,763,760
Expenses
Administration (2,129,649) (1,445,140)
Depreciation (434,611) (435,613)
Employee benefits (9,125,142) (8,720,091)
Finance costs (141,341) (42,418)
Total expenses (11,830,743) (10,643,262)
Net surplus for the year 357,108 1,120,498
Income tax expense
Surplus after income tax 357,108 1,120,498
Other comprehensive income
Total comprehensive income 357,108 1,120,498

Full financial report available at:
report.SeniorsRightsService.org.au

Statement of financial position as at 30 June 2025
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2025 2024

Note $ $
Current assets
Cash and cash equivalents 6 3,483,497 4,378,942
Trade and other receivables 7 74,213 38,139
Other assets 8 18,010
Total current assets 3,557,710 4,435,091
Non-current
Other assets 8 111,280 93,270
Property, plant and equipment 9 115,358 191,186
Right-of-use assets 10 1,929,564 736,920
Total non-current assets 2,156,202 1,021,376
Total assets 5,713,912 5,456,467
Current liabilities
Trade and other payables 11 507,877 369,183
Provisions 12 556,023 600,593
Lease liabilities 13 270,857 343,691
Contract liabilities 14 9,404 1,729,887
Total current liabilities 1,344,161 3,043,354
Non-current
Provisions 12 330,337 214,659
Lease liabilities 13 1,928,134 444,282
Total non-currant liabilities 2,258,471 658,941
Total liabilities 3,602,632 3,702,295
Net assets 2,111,280 1,754,172
Equity
Accumulated funds 2,111,280 1,754,172
Total equity 2,111,280 1,754,172




Declaration

’ SDJ Audit Pty Ltd t/a SDJA
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Seniors Rights Service Limited
Auditor’s Independence Declaration to the Directors of Seniors Rights Service Limited
For the Financial Year Ended 30 June 2025

In accordance with the requirements of section 60-40 of the Australian Charities and Not-for-profits
Commission Act 2012, as lead auditor for the audit of Seniors Rights Service Limited for the year ended
30 June 2025, | declare that, to the best of my knowledge and belief, there have been:

a) No contraventions of the auditor independence requirements of the Australian Charities and
Not-for-profits Commission Act 2012 in relation to the audit; and

b) No contraventions of any applicable code of professional conduct in relation to the audit.
S2/4
SDIJA

%

Simon Joyce

Director

15 October 2025

Sydney, New South Wales

Liability limited by a scheme approved under Professional Standards Legislation

’ SDJ Audit Pty Ltd t/a SDIA
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Seniors Rights Service Limited
Independent Auditor’s Report to the Members of Seniors Rights Service Limited
For the Financial Year Ended 30 June 2025

p
We have audited the financial report of Seniors Rights Service Limited (the registered entity), which
comprises the statement of financial position as at 30 June 2025, the statement of profit or loss and
other compl ive income, the of changes in equity and the statement of cash flows for
the year then ended, and the notes to the financial statements, including a summary of material
accounting policy information, and the responsible persons’ declaration.

In our opinion, the financial report of Seniors Rights Service Limited has been prepared in accordance

with Division 60 of the ian Charities and Not-for-profits C ission Act 2012 (ACNC Act),
including:
(a) giving a true and fair view of the registered entity’s financial position as at 30 June 2025 and of

its financial performance for the year then ended; and

(b)

complying with Australian Accounting Standards to the extent described in Note 3 and Division
60 of the Australian Charities and Not-for-profits Commission Regulations 2022.

Basis for Opinion

We conducted our audit in accordance with Australian Auditing Standards. Our responsibilities under
those standards are further described in the Auditor’s Responsibilities for the Audit of the Financial
Report section of our report. We are independent of the registered entity in accordance with the
ethical requi of the A ing Pre i and Ethical Standards Board’s APES 110 Code of
Ethics for Professional Accountants (the Code) that are relevant to our audit of the financial report in
Australia. We have also fulfilled our other ethical responsibilities in accordance with the Code.

We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis
for our opinion.

Emphasis of Matter — Basis of Accounting

We draw attention to Note 3 to the financial report, which describes the basis of accounting. The
financial report has been prepared for the purpose of fulfilling the registered entity’s financial
reporting r ibilities under the ian Charities and Not-for-profits Ce ission Act 2012. As
a result, the financial report may not be suitable for another purpose. Our opinion is not modified
further in respect of this matter.

Information Other than the Financial Report and Auditor’s Report Thereon
The directors are responsible for the other information. The other information is the directors’ report.

Our opinion on the financial report does not cover the other information and accordingly we do not
express any form of assurance conclusion thereon.

Liability limited by a scheme approved under Professional Standards Legislation

Seniors Rights Service Limited
Independent Auditor’s Report to the Members of Seniors Rights Service Limited
For the Financial Year Ended 30 June 2025

In connection with our audit of the financial report, our responsibility is to read the other information
and, in doing so, consider whether the other information is materially inconsistent with the financial
report 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.

Responsibilities of the Responsible Persons for the Financial Report
The responsible persons of the registered entity are responsible for the preparation and fair
presentation of the financial report in accordance with Australian Accounting Standards and the ACNC
Act, and for such internal control as the responsible persons determine is necessary to enable the
preparation of the financial report that is free from material misstatement, whether due to fraud or
error.

In preparing the financial report, the ible persons are r ible for ing the registered
entity’s ability to continue as a going concern, disclosing, as applicable, matters related to going
concern and using the going concern basis of accounting unless the responsible persons either intend
to liquidate the registered entity or to cease operations or have no realistic alternative but to do so.

The responsible persons are responsible for overseeing the registered entity’s financial reporting
process.

Auditor’s Responsibilities for the Audit of the Financial Report

Our objectives are to obtain reasonable assurance about whether the financial report as a whole is
free from material misstatement, whether due to fraud or error, and to issue an auditor’s report that
includes our opinion. Reasonable assurance is a high level of assurance, but is not a guarantee that an
audit conducted in accordance with Australian Auditing Standards will always detect a material
misstatement when it exists. Misstatements can arise from fraud or error and are considered material
if, individually or in the aggregate, they could reasonably be expected to influence the economic
decisions of users taken on the basis of the financial report.

A further description of our responsibilities for audit of the financial report is located at the Auditing
and Assurance Standards Board website at: http://www.auasb.gov.au/Home.aspx. This description
forms part of our auditor’s report.

S/
SDIA
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Simon Joyce

Director

15 October 2025

Sydney, New South Wales
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