
Housing LIN – Festival of Ideas

26/02/2024

Vic Rayner, CEO, National Care Forum











Return on Investment







Outcomes – a rare “TripleWin”

• Increase in Resident (customer) Satisfaction
• Residents experience faster customer service, more “face time” with service staff.
• Increase of about 3% in our customer satisfaction scores

• Staff doing more fulfilling work
• Less time walking between section and kitchen (less distracting for back-of-house 

staff)
• Going home less tired

• Cut 280 hours per week of “front of house” culinary labor (14,560 annual 
hours / 7 FTE’s)

• Chosen to re-invest those dollar savings into our existing staff, increase pay
by 40% for “front of house” culinary staff.
• Positive outcomes for Cypress Cove staff retention / recruitment



 Needs of the communities of the future

 Environmental Changes – Regulation and climate change

 Staffing and workforce requirements

 Changes in commissioning 

Technology – not the only transformation 

on the horizon
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