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Welcome to Helping Hand 
 

Welcome to Helping Hand.  We are one of South Australiaôs largest not-for-profit aged care 
providers with over 1500 staff and 300 volunteers.  We pride ourselves on our strong reputation 
for service quality and innovation.  

Residential care and accommodation is currently provided for more than 900 people in 14 
locations, and community-based services support more than 7000 clients annually in Adelaide 
and regional South Australia. 

Helping Hand delivers a range of care services including home care, respite, retirement living 
and residential care.  When people start with us, they are enabled to stay with us for their 
ageing journey.  We are committed to continuity of care and creating connections within our 
organisation. 

Helping Hand is well known for innovation in rehabilitation, hospital avoidance, mental health 
and social support services for older people.  

Our programs and services continue to focus on the development of innovative programs that 
support consumer directed and restorative care as a way forward in aged care service 
provision. 

Employees and volunteers at Helping Hand come from a broad range of social, cultural and 
educational backgrounds.  Each member of the team makes a unique contribution.  We work 
together effectively and efficiently to ensure that the individual needs of the client is always our 
first priority. 

Within this information pack we have included information about our organisation that I hope 
you will find useful when preparing your application. 

 

 

Rosalie Pace 
Chairperson  
Helping Hand 
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About us 
 

Helping Hand is a not for profit, public benevolent organisation which has grown considerably 
since its inception in 1953, but which has never lost its core focus of supporting the individuals 
whom we assist to have the best quality of life.  

The past decade has seen an exciting phase of growth and excellence within Helping Hand, as 
we have expanded our services throughout Adelaide and many parts of country South 
Australia.  Government policy changes for aged care have also dramatically changed the 
landscape of the industry, and this is likely to continue for some years.  During this period, 
Helping Hand has worked together with staff, clients and other stakeholders to achieve a better 
future for older South Australians.  

Our services extend throughout Adelaide, with our metropolitan residential care facilities 
located primarily in the northern half of Adelaide, together with services in many parts of 
country South Australia, from Belair to Port Pirie and from Port Lincoln to Orroroo.  

Helping Hand is also actively engaged in research in areas such as the most effective ways of 
providing care for people living with dementia, and we partner in the education of the young 
health professionals of the future by providing some 800 student placements each year in our 
residential and community services.  Volunteers also play an integral role in the functioning of 
the organisation, providing a range of support services to employees, residents and clients.   

Through the decades Helping Hand has contributed significantly to the aged care policies of 
successive federal governments.  But we have also developed many new kinds of support 
services on the ground ï such as our mental health services for people with depression or 
anxiety, menôs activity groups, our involvement in affordable housing, transition from hospital to 
home and support services for family carers. 
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Our strategic plan 2017ð2020 

 

Our mission is to provide innovative and responsive services for 
older people, which support them to have the best quality of life.  

  

Our Strategic Plan has been created with a focus on five strategic areas:  

1. Responsive Service Delivery 

2. Culture and Reputation 

3. Growth and Change 

4. Sustainable Business and  

5. Workforce.  

Each of these areas has its own plan of action (or key result area).  We are committed to 
implementing a plan that is engaging, flexible, responsive and collaborative. 

The Plan has been created in collaboration with our clients, staff and Board, and will guide our 
service development and projects over the next three years.  Our intention with this plan is to 
provide a solid framework for our organisationôs growth and expansion over the next few years.  
In a climate of change and transparency, we are committed through our governance to be held 
accountable.  The success of the plan will be measured against two key indicators ï quality and 
sustainability ï as we recognise that true change and success can only be achieved when 
innovative ideas are embedded into the character and core of our organisation. 

Helping Hand has a Strategic Plan website which provides a transparent tool to engage 
communities as projects are in development, and to showcase outcomes.  You can view the 
plan at  plan.helpinghand.org.au 

  

https://plan.helpinghand.org.au/
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Consumer Engagement 
 

One of the most critical activities at Helping Hand is our Consumer and Carer Engagement 
Program.  Since 2013 we, have actively engaged with consumers inviting residents, carers and 
families to provide feedback on and contribute to how their services are delivered.  This 
approach is called Turn up Your Voice (TUYV). 

Over the past three years we have been running our TUYV Client, Resident and Carer 
Satisfaction surveying.  In this time we have surveyed almost 3,000 community and retirement 
housing clients and residents and their relatives/friends from our residential aged care facilities, 
across both our metropolitan and rural regions.  These surveys gave us constructive and 
comprehensive information which we can use to improve our services as well as giving our 
clients, residents and relatives/friends an all-important voice to be heard and influence how they 
are cared for. 

The survey is conducted every two years across all areas of the organisation and informs 
strategic planning, service design and continuous improvement.  
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The Helping Hand Way 
 

Helping Hand is a values-based employer that understands the important contribution of our 
staff, our clients and our community.  Our core values are reflected in everything we do.  They 
form the foundation on which we work, interact, make decisions and develop strategy 
supporting our mission.  The Helping Hand Way is intended to deliver a clear message about 
who we are, what we believe is important and our promise to our clients, staff and our broader 
community.  The Helping Hand Way also represents the relationship between our mission, 
objectives, values, workforce qualities and service ethos.  

Our Objectives  
The wellbeing of our residents is central to everything we do.  We strive to provide a higher 
quality of life with an array of innovative services that assist older people to achieve: 

Individualised wellness ï we believe that wellness is a right and determined by the individual 
Dignity of living ï we believe everyone is entitled to the care and attention they deserve 
Quality of life ï we believe older people have a right to maintain their quality of life, sense of 
purpose and contribution to the community 
Choice ï we believe that choice is about supporting options, client preference and informed 
decision making 

Our Values  
Our core values are reflected in everything we do.  They form the foundation on which we work, 
interact, make decisions and develop strategy supporting our mission. 

Compassion ï we believe in demonstrating our concern for others and doing everything we 
can to help 
Respect ï we believe that everyone has the right to have their feelings, wishes and rights 
recognised and honoured 
Excellence ï we believe in providing the highest standard that goes above and beyond 
everything we do 
Community ï we believe in creating relationships that foster a better connection with our 
clients, our teams, each other and our community 

Our Workforce Qualities  
The personal characteristics and qualities our staff possess, enables us to deliver our service 
promise and reflect our values. 

Engaged ï our staff listen, are attentive and interested in understanding the needs of our 
clients 
Dedicated ï our staff are committed to making a difference through their work and always bring 
their absolute best every day 
Professional ï the professionalism of our staff is reflected in their skills and knowledge, 
respectful communication and courteous behaviour 
Genuine ï our staffôs intentions and actions are sincere and authentic in everything they do 
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Our Service Ethos 
Putting client choice first is at the core of our service ethos.  We achieve this by being: 

Connected ï we believe an active and engaged community of clients, staff and volunteers 
offers a welcoming community that is built together 
Personalised ï we believe that excellence in care means we deliver our services to suit the 
needs of the individual 
Considerate ï we believe keeping everyoneôs feelings in mind and understanding their 
circumstances, will result in better service 
Caring ï we believe caring for clients and their choices demonstrates the compassion and 
respect they deserve 
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Care Governance 
 
The Helping Hand Care Governance Framework sets out the quality and safety agenda 
drawing together the principles, structures and processes used within Helping Hand to facilitate 
continuous quality improvement.  This framework assists Helping Hand staff to ensure that 
services are safe and of the highest quality. 

Helping Hand is committed to ensuring operation and service delivery reflect best practice 
standards and is streamlined for efficiencies to deliver safe and quality outcomes to clients.  

The Helping Hand Care Governance Framework consists of five related key areas including: 

1. Governance structures 

2. Consumer Participation 

3. Workforce Competence and Performance 

4. Communication, Information Management and Technology 

5. Targeted Risk and Quality Improvement Initiatives 

The organisation, through its Board and Executive, is accountable to clients for ensuring care is 
delivered in a safe, effective and efficient way.  Listening to our clients /advocates, including 
them in provision and planning of their care, and seeking their input in service development is 
central to Care Governance.  The organisation is accountable to staff through the provision of 
safe workplaces, mechanisms to obtain staff feedback and opportunities for training and 
development. 

The transition to the Single Aged Care Quality Standards and Quality Assessment against 
Accreditation Standards is a key responsibility of senior personnel at Helping Hand and a key 
project in 2018/2019. 
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The Board 
The Helping Hand Board objective is to give an independent view of governance and ensure 
high level operations including finances, acquisitions, care governance and corporate identity 
are performing to the highest level to meet the needs of our clients. 

The Board consists of between eight (8) and twelve (12) members including the CEO.  Board 
meetings are held on a monthly basis. 

Helping Hand has an established committee structure and protocols to ensure that governance, 
financial management and risk are managed effectively. 

The Board of Management, and sub-committees are the primary committees responsible for 
the management of the organisation.  The sub-committees of the Board are: 

¶ Community Relations Sub-Committee 

¶ Finance & Property Sub-Committee 

¶ Client Care Committee 

For more information about the Board members click on the links below: 

Current Board Members 

 

http://www.helpinghand.org.au/about-us/board-members/
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Management structure 
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The organisation 
 

Research and Development Unit 

Helping Hand is highly active in conducting quality research that helps to inform and guide us in 
improving what we do for clients, staff and others.  We are currently involved in several ground-
breaking research activities that are providing us with a more solid foundation of evidence on 
which to better understand ageing.  Helping Hand is also a key member of several strategic 
alliances with other aged care organisations and academic institutions in order to pool our 
knowledge and skills for greater efficiencies.  Helping Hand is always looking for new and 
innovative ways of supporting clients and assisting staff in being the best they can.  The 
Research & Development Unit coordinates and supports this activity, which can involve staff in 
preparing applications and tenders for new funding. 

  

Workforce 

Helping Hand recognises the value of both our paid and volunteer workforce in achieving the 
mission and objectives of Helping Hand and in the activities of our organisation at all levels.  
We understand the importance of our human resources and are committed to ensuring that 
staff and volunteers are involved in decision making, consultation, communication and 

participation at all levels of the 
organisation.  We are committed to 
ensuring our staff are informed and 
involved in the direction and 
development of our organisation.  We 
believe in the rights of our workforce to 
demand a safe workplace, job 
satisfaction and recognition and reward 
for the contribution they make.  
Workforce consultation, communication 
and participation is fundamental to the 
way our business provides services to 
our clients. 

  

Client Safety and Quality Unit 

Our aim is to promote and support safe 
high-quality services for all our clients.  
This means working with staff across 
metropolitan and country in both 
community and residential settings to 
ensure a systematic approach to the 
monitoring, reviewing, reporting and 
improving client care and services.  Much 
of the planned work undertaken is 
strategic in nature and is supported by 
project plans endorsed by the relevant 
committee. 

  

 

 
























