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Franchise Contact Information
For inquiries, contact our Franchise Development team:

Matt Fitton
Chief Operations Officer
Nurse Next Door Australia
+61-419-354-210
matt.ﬁtton@nursenextdoor.com.au

Kim Davies
Franchise Development Manager
Nurse Next Door Australia
+61-483-850-847
kim.davies@nursenextdoor.com.au
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Executive Summary
Did you know that 2000 people turn 65 and 1000 people turn 85 in Australia every day? Did you
know that the NDIS currently supports almost 400,000 participants around Australia with over
$22B in government funding available? With the population ageing at a rapid rate and the NDIS
demand expected to grow to in excess of 450,000 Australians over the coming years, the home
care industry in Australia is about to explode.
If you're looking for a business opportunity that makes a difference in your community while
simultaneously ﬁtting a growing need, you've come to the right place.
The statistics speak for themselves. Almost 90% of all older people say that they want to age at home.
In Australia, home care is a multi billion dollar industry, and as Boomers age, it's poised to grow
exponentially.
In 2016 Amber Biesse and Matt Fitton were living in Vancouver, Canada when they noticed one of
Nurse Next Door’s pink cars driving around their local neighbourhood. Having built and run several
successful businesses from scratch, the serial entrepreneurs were on the lookout for a new challenge.
Identifying that an ageing population was creating compelling business opportunities, they decided
to investigate Nurse Next Door further, discovering not only a highly regarded home healthcare
provider for seniors in Canada and the USA, but also a very successful franchise system looking to
expand into Australia by way of a Master Franchisor Licence.
A rigorous process of research and investigation into the opportunity ensued. Living in Vancouver
provided a unique set of circumstances. Regular meetings were held at HeartQuarters over many
months allowing a deep working knowledge of the culture, brand and Nurse Next Door’s systems and
strong relationships were formed with the leadership team in Vancouver.
As parents of a child with special needs, Nurse Next Door’s core purpose of Making Lives Better
resonated deeply with Amber and Matt.. They recognised the enormous potential of bringing a home
care brand to Australia that combined this core purpose and associated values with world class
processes and operational excellence, honed over years of best practice. In late 2018, Australia
became Nurse Next Door’s ﬁrst global partner when Nurse Next Door commenced business in
Melbourne. At the rate at which Melbourne has been able to penetrate the market and build a
growing number of raving fans, the success of the brand in North America is being quickly replicated
in Australia and all points toward a similar growth trajectory.
As the population continues to age, more people are desiring options and, instead of moving into a
nursing home once they are no longer independent older Australians, and their family members,
want choices. Nurse Next Door’s Happier Ageing philosophy — a unique experience designed to get
older people back to doing what they love - no matter what age they are - allows Nurse Next Door to
truly stand out amongst other home care companies. We even produced a report called “The Power
of Happier Ageing” that explains, in simple terms, the science behind our Happier Ageing
philosophy.
This franchise opportunity provides return on investment, both ﬁnancially and emotionally. You're not
just selling ice cream or sandwiches, you're helping vulnerable people, along with their loved ones,
ﬁnd the care they need or are unaware about it. The calls, letters and notes you'll receive from those
you've impacted are unparalleled to any other feeling you'll experience in another industry.
We believe that care goes beyond tasks, and our mission to bring happiness to our ageing and
disabled community is already being noticed. From our brand’s bold pink color to images of people
celebrating ageing, we're disruptive and thought leaders in a stereotypical sombre industry that
tends to look at home care from a singular perspective.
We believe people can stay at home. We believe in Happier Ageing. We believe in possibility. We
believe in making lives better.
Does this resonate with you?
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The Opportunity
Home Care: A Growing Industry
Aged Care
The Australian home care industry is growing rapidly due to an ageing population. There are several
aspects to this demographic trend : ﬁrst, the structure of Australia’s population is changing, driven
largely by our sizeable Baby Boomer cohort who are estimated to be 5.5 million strong - our largest
demographic group. Born between the years of 1946-1965, the oldest Baby Boomer is yet to turn 80! It
goes without saying this massive demographic is a force to be reckoned with.
Secondly, the longevity of Australia’s elderly is increasing due to advances in medicine and
technology. The Intergenerational Report suggests that by 2055 Australians aged 60 or 70 can
expect to live four or ﬁve years longer than 60 or 70 year olds today. Older individuals are more
susceptible to a range of age-related ailments and need more assistance with everyday activities and
personal care.
Thirdly, of course, is the current COVID-19 health crisis we ﬁnd ourselves living through. Never in our
lifetimes have we been confronted with such a highly infectious disease with signiﬁcantly higher
mortality rates amongst the older generation. Now, more than ever, home is truly the safest place to
be for the most vulnerable members of our population.
According to the Annual Report on Funding and Financing of the Aged Care Sector, over the next
20 years we will see the size of the 70 years and over cohort increase by around 1 million people each
decade; this is on a base of 2.7 million people in 2019. Underneath this, the older age groups will more
than double over this period; for example, the 85 years and over cohort will increase from just under
500,000 people in 2019 to over 1 million people by 2039.
Combined, these two demographic trends mean aged care is an industry within the Australian
economy that is poised to grow substantially into the future, leading to a strong increase in demand
for aged care services, speciﬁcally home care, as this generation of older Australians overwhelmingly
prefer to age at home. (Productivity Commission, 2011 Caring for older Australians) This is a
relatively new phenomenon as previous generations assumed going into a nursing home was their
only option.
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Disability Support and the NDIS (National Disability Insurance
Scheme)
The National Disability Insurance Scheme is Australia’s biggest social policy project since Medicare
and began its national roll out on 1 July 2016. The NDIS has revolutionised disability services and gives
people with a disability more choice and control about when, where and how to get the support they
need. Before the NDIS, funding for disability went directly to organisations who provided the service,
meaning less choice and greater difﬁculty accessing the support needed. Now, with the money in the
hands of the individual consumer, they are free to choose when, where and how they spend this
money, representing an enormous opportunity for home care businesses to meet the needs of those
living with a disability.
Similar to the aged care sector, home care helps people with a disability continue living
independently in their own homes. The biggest driver of growth in social security and welfare in
coming years is the NDIS. Total funding for the scheme is projected to increase from $7.8 billion in
2017–18 to an estimated $23.6 billion in 2021–22, with just over half of this expenditure contributed by
the Australian Government and balance provided by State and territory governments. The NDIS is
uncapped and every Australian with a disability who is eligible will receive a fully funded plan of
reasonable and necessary support to achieve their goals, in accordance with the NDIS Act introduced
with bipartisan support in 2013. There are now (September 2020) nearly 400,000 participants across
Australia, an increase of more than 100,00 in the past 12 months.

Source: Australian Government, Budget strategy and outlook: budget paper no. 1: 2018–19, pp. 6-23-6-27.

The Parliamentary Budget Ofﬁce (PBO) estimates that real annual growth in expenditure on the
NDIS will be 43.6 percent between 2014–15 and 2025–26, rising from almost zero to 1.1 per cent of Gross
Domestic Product (GDP).
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Great Opportunity for Franchise Ownership
According to the Industry Market Research Report, as of 2018, the American home care industry
revenue is expected to grow at an annualized rate of 3.3% to $92.8 billion. Whilst a much smaller
market, it is likely the Australian home care industry will follow suit in terms of healthy growth
prospects, not surprisingly evidenced by the growing numbers of would-be franchisees being drawn
to the scale of the opportunity.
Australia’s aged care industry is one of Australia’s highest revenue sectors, accounting for
approximately 1.0% of GDP, and with the growing demand of home care being people’s preferred
option of choice, an ever growing percentage of this revenue will ﬂow into the home care sector.
People from both the aged and disability sector are able to receive the care that they need in their
home for as long as they want and to a greater intensity.
Unmet demand for home care is long standing and this large vacuum in the home care industry is
beginning to be ﬁlled by franchise companies.
According to FranchiseDirect, over the past ﬁve years, in-home care franchises in North America grew
at an average rate of 9.1% annually. Research ﬁrm IBISWorld states that there are now more than 60
franchise brands, combining for over 6,800 business locations and employment of over 350,000 and
expects growth to keep accelerating. Similarly in Australia, franchise systems are playing a signiﬁcant
role in keeping pace with the growing demand from people wanting to remain living independently
in their own home for as long as they choose.
Now is the right time to build a business with heart with a home care franchise!

Trying to Meet Growing Demand
Even with substantial growth in the last decade, the home care industry is still trying to catch up to
an ever-growing demand that will last for at least the next generation, if not beyond. It's one of the
main reasons why we believe Nurse Next Door is uniquely positioned for long-term, year-over-year
growth that's unparalleled in the franchise industry.
Consider these numbers:
The Growing Population in Australia
❤ Baby Boomers make up the largest generation in Australia
❤ It is projected that in 2025 for the ﬁrst time, Australia will have more people 65+ than children
under 14
❤

The number of Australians aged 70 and over is projected to increase from 2.7M in 2019 to 4.7M
in 2039 and the number of Australians aged 85 and over will double from 500,000 to 1M
people in the same time frame.
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Why Nurse Next Door is Growing
Nurse Next Door's core values and philosophy of caring set it apart from any home care company —
that's one big advantage. We also resonate with different markets. We've done exceptionally well in
Canada even with publicly funded health care; given a choice between paying for personalised care
versus impersonal, by-the-numbers treatment, Canadians are still choosing Nurse Next Door in rising
numbers. It's why we have over 200 franchise locations across North America and why Nurse Next
Door is now growing globally.
Since expanding into the United States, Nurse Next Door has become one of the fastest-growing
home care systems and people are taking notice. We continue to increase our brand awareness
across North America. In the United States, since customers pay one way or another, it's a matter of
which they'd prefer: an exorbitantly priced, overextended, possibly sub-standard nursing home where
costs will undoubtedly rise; or affordable, attentive care tailored to the individual and administered in
the home, where the client wants to be. It's no choice at all.
Australia is Nurse Next Door’s ﬁrst global location outside North America and, whilst there are
differences between our markets, they are more alike than they are different. Consequently Nurse
Next Door Australia is well placed to be able to match the incredible success the system has proven to
be in Canada and the USA one of the toughest markets in the world.

Trends in Home Care
Nurse Next Door is an industry thought leader. We're focused constantly on the future of home care
and the forces that will shape our company and society over the next decade and beyond. We see the
trends dominating the ﬁeld for years to come and are already offering services that meet these
trends, including:
The home care industry has resisted big changes over generations. But it's in the midst of some major
disruption, and the companies that will thrive in the new world are those that embrace change. At
Nurse Next Door, we pride ourselves on not just staying ahead of trends, but setting them.
❤

Caregiver matching. This is something we do with great results. In line with our core value of
admiring people, we recognise that each individual is unique, and this applies to both clients
and caregivers. We carefully assess not only clients' medical needs but their likes, pet peeves,
hobbies, tastes, and match a caregiver's skills to the client's preferences. Nurse Next Door
takes the time to hire caregivers with the right mix of skills.

❤

Pre-medical emergency care earlier in life. Just because a client doesn't have an immediate
medical need, doesn't mean he or she doesn't require care that addresses emotional needs.
Did you know that an estimated 60 percent of older Australian’s suffer from depression? What
happens when you get depressed and lonely, and your friends and family are gone? You stay
in your house. You stop preparing healthy meals. You lose strength in your legs and hips, and
you fall. Household falls send more older people to the hospital than any other cause, and
Nurse Next Door helps clients adopt more active lifestyles that can keep people healthier for
longer.

❤

The shift in popular perception of ageing. It's Betty White's world; we just live in it. Even over
90, the actress and comedian’s popularity blossomed. In 2010, fans started a Facebook
campaign to have her host "Saturday Night Live" — and it worked! On May 8, 2010, White, at
88, became the oldest person to host the show in its 35-year history, and the episode drew the
highest ratings for "SNL" in more than a year. Point is, nowadays, older people are — dare we
say it — cool, an attitude we've always held at Nurse Next Door. And with married couples
waiting until later and later in life to have children (if they have children at all) and an
explosion in the number of people living ever longer, care for parents seems poised to take
the place of raising children for successful adults in their 30s and 40s. "Women my age used
to share kids' stories," says Judy Brooks, daughter of a Nurse Next Door client, "now we're
talking about parent care."
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Top-Ranked Franchise System
Of course, none of this — great culture, caring and happy employees,
revolutionary service, pink cars — would mean a thing if Nurse Next
Door didn't work as a business. Thankfully, it doesn't just work. It thrives.
It starts with an essential for any business: demand. Home care is not
just an economic phenomenon — it's one of humanity's cornerstone
issues for this century, especially in the West, as the Baby Boomers hit
retirement age. The acute need for home medical care and
companionship will persist for years to come.

One of the Best Places to Work
Savvy business people realise this demand, and home
care companies are sprouting like toadstools. So how
does Nurse Next Door set itself apart from the pack?
Through our commitment to surpassing customer
expectations, ﬁnding better ways to do everything and
making our clients, Franchise Partners and employees
happy.
In North America Nurse Next Door’s commitment has already paid off.
Trade publications consistently rank Nurse Next Door on their lists of
the top business cultures and best places to work:
❤

Ranked 50 in Entrepreneur magazine’s Franchise 500® for 2018

❤

Top 50 2016 Franchisee Satisfaction Awards by the Franchise
Business Review

❤

Ranked No. 282 on the 28th annual PROFIT 500 for 2016

HR Awards:
❤

Best Small and Medium Employers in Canada 2015: Nurse Next
Door ranked 37 out of 104 ranked organisations

❤

Finalists for 2015 Canadian HR Awards, Best Reward and
Recognition Strategy

❤

Ranked 9th on the annual list of Best Small and Medium
Employers in Canada.

❤

BC Business magazine (Canada) named us a top 10 employer
four of the past ﬁve years.

❤

Waterstone Human Capital named us one of Canada's Most
Admired Corporate Cultures.

Nurse Next Door
Puts New Spin
on Getting Old
By Susan Krashinsky
The Globe and Mail
Caregiving service knows how to
attract the lucrative baby boomer
market: Celebrate aging and
speak to potential clients on their
own terms.
The boomer generation changed
advertising forever. For decades,
marketers have chased this
inﬂuential group, trying to get
their attention and sell to them at
every life stage. Now they are
approaching retirement, and old
age, and upending the standards
of marketing to the elderly.
Vancouver-based Nurse Next
Door, which provides at-home
caregiving services, responded
last year by revamping its brand
to speak to this generation. Its
emerging client base has a new
view of old age that involves
playing Wii with the grandkids,
hanging on to that electric bass,
and hitting the beach. Nurse Next
Door has already seen a revenue
boost from its efforts, says
co-founder and president John
DeHart, who believes the way
companies market to seniors is
about to change advertising
again.
Read more...
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The Nurse Next Door Way
Who is Nurse Next Door?
She wears a smile like a favourite t-shirt.
Like any great friend, she does what she says she's going to do — she's action, not talk.
She's light on her toes and has a heart big enough to keep up a community's pulse.
Infusing calm and order into the situation is like breathing to her.
She likes clear conversations.
She's a love bandit and bakes cookies in her downtime and dispenses them at random just
because.
We think of Nurse Next Door as a person, not a company.
Not just any person, either — the kind who respects and appreciates you for you — someone who is
dependable but lively and spontaneous. She is someone who understands what you cherish in life
and why you cherish it, looks for ways to inject joy into your life — and makes them happen. In short,
someone you'd want as a close friend.
The description at the top of this section is our "brand character," the answer we came up with when
we asked ourselves, "If Nurse Next Door was a person, what characteristics would she have?" It was
important for us to deﬁne ourselves. We're a company, sure, but we're a company that does business
in the space between caregiver and client, one-to-one, and we value relationships.
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How We're Different
Nurse Next Door is a home healthcare company and franchised business that provides in-home care
for clients, most of them older people or impacted by disability, who need everything from
companionship to 24/7 care. It's a company that occupies a rapidly growing market niche positioned
to meet not only the increasing demand for in-home disability support, but also one of the biggest
sociological developments of the last century: the "silver tsunami" of an exploding elderly population
as the Baby Boomers reach retirement age.
There ends any similarity between us and other home health care companies.
We reject — emphatically — the notion that people need to surrender their enjoyment of life because
they live with disability or because they've reached retirement age.
That's why the key question we ask every client isn't "What's bothering you?" or "What time do you
like breakfast?" but "What's the one thing you used to love to do that you no longer do?"
We've helped countless clients rediscover activities and interests they thought they had lost forever —
and enriched their lives immeasurably by asking that simple question.

Our Core Values
Every day, we're guided by our core values. Our core values are not just buzzwords. They arise from
years of reﬂection and soul-searching. They are the principles that deﬁne us and inform everything we
do at Nurse Next Door:
❤

Admire People. Caregivers are an important part of our business and we ensure they are
recognised for their work. We focus on our caregivers as much as our clients because we
believe they're the backbone of our business. The work our caregivers do helps us
differentiate ourselves in the home care industry and live out Happier Ageing.

❤

WOW Customer Experience. We don't settle for adequate. We don't settle for good. We don't
rest until we've delivered a customer experience that so exceeds our clients' expectations that
they get tears in their eyes and become what we call "raving fans," the kind who lavish praise
on us on the street, on Facebook, in the coffee shop, and to their family and friends.

❤

Find a Better Way. Like all franchise systems, we have a meticulously developed blueprint for
running the business. But we're not so rigid that we prohibit our Franchise Partners and
caregivers from experimenting based on client needs and Franchise Partners' experiences. If
a Franchise Partner ﬁgures out a quicker and more efﬁcient way to, say, balance the books,
we're happy to listen and embrace the change if it works.

❤ Passionate About Making a Difference. Passion is our driver - it’s why we are all here. Nurse
Next Door looks for Franchise Partners and caregivers who genuinely care about what they're
doing and want to improve their clients' lives.
Do these core values resonate with you? As we grow in Australia and set out to replicate the
enormous success of our North American locations, we're looking for people who share our values
and really want to aid in making lives better. It's the only way we know how to do business.
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What Services Do We Provide?
Nurse Next Door emphasises a more holistic, ﬂexible approach to home care. We assess clients'
needs and tailor services around the individual. We offer a variety of home care services to support
our client’s health and independence.
Our brand promise is “Whatever it takes to bring you peace of mind.''
Our clients need us to walk in the park with them? We'll do it. Our client needs us to play bridge with
them for three hours every day? We can do that, too.
Need someone to cook and clean? Administer medication? Transport a client to and from doctor's
appointments and weekly aerobics classes at the community centre? Manage pain and discomfort in
a client's ﬁnal days? We can do all that and more.
:

Companionship

Meal Preparation

Homemaking

Caregiver Relief/Respite

Transport/Accompaniment

Nursing Care

Personal Care

End-of-Life Care

Around-the-Clock Care

So, who are our clients? Whilst in North America older people make up the bulk of our clientele, in
Australia we are experiencing increasing demand for disability support through the NDIS and also
those in need of post operative care. Initial calls come from either professional referrals or, in the case
of aged care, from a speciﬁc family member: often the eldest daughter. She's a professional woman in
her 40s, with children. She’s just shed the responsibilities of full-time motherhood and now faces the
unexpected burden of caring for one or more parents.
This daughter, we've learned, generally has a list of particular needs:
❤

a company that cares for her parents as much as she does,

❤

a company trustworthy enough to work with her and let her live her life, and

❤

caregivers who treat her parents as an individual rather than a case number.

These are the people who end up hiring us and then become our raving fans.
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What Sets Us Apart: Our Brand
Why can't we celebrate ageing and living a life ﬁlled with possibility?
Home care has been around for more than a century, and most home care companies act like it.
Their vehicles, marketing materials and websites are sombre, even stuffy. Sometimes, competing
companies will even use the same depressing stock photos: a hospital room, a silver-haired senior in a
wheelchair. Children and grandchildren with loving, "we're here until the end" expressions on their
faces, and the dutiful caregiver, leaning over a senior, adjusting an IV tube or oxygen mask,
performing her duties.
That's the lens through which our society has traditionally viewed aged care - as a set of tasks,
responsibilities. Lifeless. Devoid of joy.

13

Home Care Done Differently
Eleanor and swimming
Here's the kind of home care we gave
Eleanor: We took her swimming.
Eleanor (not her real name; for
conﬁdentiality reasons, unless
otherwise speciﬁed, all client names
in this document are pseudonyms) is
an Alzheimer's patient with
post-polio syndrome who had given up a longtime love — swimming.
She felt free in the water. But when Nurse Next Door began caring for
her, she hadn't swum in two decades and thought she never would
again. Unfortunately, a language barrier complicated interactions with
her; Eleanor's native tongue is Swiss German, which none of her
caregivers spoke.
Enter Liliane, a Nurse Next Door caregiver. Liliane spent a summer with
Eleanor at a nearby swimming pool, encouraging her and building up
her stamina. By summer's end, she was swimming daily in one of the
gorgeous lakes near her home — and she still does. It's great for her
body, mind and spirit, and the results shine in the smile on Eleanor's
face.
What's more, Liliane speaks not just German but Swiss German, which
means Eleanor communicates beyond her family members'
expectations. In fact, they reported that Liliane and Eleanor were even
caught yodeling together.

Donald and model airplanes
Donald once ﬂew radio-controlled model airplanes on a nearby ﬁeld as
a hobby but had to give it up as his health failed. Donald grew
depressed. Our caregiver Maria realized he missed his hobby, so she
took him back out to the ﬁeld, where Donald happily made his plane
swoop, soar and plunge with a local ﬂying club's models. Donald
couldn't walk well enough to retrieve his plane after he landed it, so our
caregiver did it for him — and Donald especially enjoyed it when
members of the ﬂying club came over to say hello, showed him their
models and invited him for coffee afterwards.

A Day in the Life:
Making Business…
Personal
By Kristin Di Tommaso
Canadian Franchise Association
Before Hendrik Botha even began
his franchise research, he knew
one thing for certain: if he was
going to invest in a franchise, it
had to be with a company whose
mission was to help others in
need.
“I knew as an entrepreneur,
whatever business I was going to
get myself into, was going to
consist of long hours and late
nights for me to be successful,” he
says. “That’s why I wanted to ﬁnd
a business where, if I had to work
those long hours, I would be
doing something meaningful.”
Enter Nurse Next Door. Founded
by John DeHart and Ken Sim, the
Canadian franchise has changed
the way seniors and their families
look at home caregiving since its
founding in 2001. With a belief
that seniors can stay at home
with the right care, Nurse Next
Door is dedicated to ﬁnding the
perfect caregiver for their aging
clients and bring “Happier Aging”
to the forefront of care.
Read more...

It made Donald's day. It did more than meet his physical needs — it
made him happy. It made him enjoy life. That's what home care means
to us. Isn't that the kind of care you'd want for your mother or father —
or yourself?
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Missing a Grand Opportunity
Traditional companies arrange care around basic tasks —
meal preparation, cleaning, medication management,
assistance with bathing and dressing. But they miss a
grand opportunity to meet clients' emotional and personal
needs, which are just as important, if not more so, than the
physical ones.
Nurse Next Door builds care on the foundation of each
individual's needs, desires and personality and arranges
the care plan around the person instead of trying to plug
the person into the package. It's an approach to home care
unlike anything in the industry.
Often, home care is a lifeless, soulless exercise in
box-checking — insulin injection at 10 o'clock, check. Walk
around the garden at noon, check. Caregivers enter and
leave clients' lives through a revolving door, seldom
bothering to build trust-based relationships with their
clients; if you're going to be out of a client's life in two
weeks, what's the point?
At Nurse Next Door, the trusting relationship between caregiver and client is the essence of what we
do. We can't imagine our loved ones enduring home health care without it.

The Happier Ageing Concept
How many times have you heard someone say they enjoy ageing? Unfortunately, ageing is often
associated with negative stereotypes and a loss of independence. But, we're here to prove that it
doesn't have to be this way.
When Nurse Next Door started, we believed in changing the perceptions of ageing from the
beginning. Our goal is to satisfy clients' individual emotional and psychological needs as well as the
physical and medical ones. Instead of feeling sad or helpless, we knew that ageing was something
worth celebrating. The evolution of this vision combined with learnings from our clients led to the
concept of 'Happier Ageing' which was created to identify and deﬁne engagement activities that
would bring happiness — even if it was something small or simple. The key to ﬁnding this out was
simply asking the question, "what did you use to love to do that you no longer do?"

Our Happier Ageing Movement
Throughout our years of growth and development at Nurse Next Door, we have received numerous
requests from clients and their family members. About nine years ago, one client in particular gave us
insight into how ﬁnding those happiness "gems" even at the end of life can make all the difference in
the world.
It all started with a phone call from an elderly gentleman wanting to reconnect with his son whom he
had not spoken to in forty-three years. The gentleman was terminally ill and asked if Nurse Next Door
could assist him. The tearful reunion made an impact on the father's life, son's life and ultimately
changed our perception of what caring meant.
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Bronwen’s Happier Ageing Dream

When Bronwen took to the skies over Melbourne with Nurse Next Door on Good Friday this year it
really was a great reminder that we must never stop chasing our dreams, and never see age as a
barrier to doing what we love. Bronwen’s ballooning adventure began when she entered our ‘Happier
Ageing Dreams Project’ earlier in the year. An initiative set up by Nurse Next Door Australia to grant
the dreams of older Australians and prove that life continues to hold possibilities regardless of age
Entering the project Bronwen’s dream was as clear as it was simple: to see her home town from the
vantage point of a hot air balloon. An avid traveller, Bronwen told us she had seen a lot of what the
world has to offer but everytime a hot air balloon ﬂew over her house she grew a little more envious of
those lucky enough to be up there, seeing Melbourne from the peace and quiet of the basket.
For years Bronwen watched the hot air balloons glide silently by and continued to dream of her
chance to join them. Not wanting to have the experience on her own, she approached friends and
even grandchildren to join her but, as no one else shared the same interest, she continued to put the
dream to one side, pursuing other travel goals instead.
And so, at sunrise, Bronwen’s dream came true when Nurse Next Door’s Amber and Sacha Biesse
arrived on her doorstep at 5am and joined Bronwen for the ride of her life. From the joy in her eyes as
the balloon was ﬁred up, the waves, smiles and hugs received throughout the morning, to being lifted
out of the balloon by pilot Kiff, and as her feet touched the ground and she took Sacha’s arm, the glow
that radiated from her was priceless.
Bronwen’s morning ﬁnished off with breakfast with Sacha & Amber, enthusiastically discussing the
ﬂight and making plans for the next activity! As the morning came to an end, not only had Bronwen
had the most wonderful adventure, she had someone to share the experience with, and it was
apparent that both elements had resulted in a very special outing for a very special lady.
For Nurse Next Door, making Bronwen’s dream come true was the opportunity to provide an
experience that is at the heart of our concept of happier ageing, the belief that you are never “too old”
to continue to pursue things that bring you joy.
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We Believe You Can Stay at Home
As people age or navigate life with disability, families are presented with a difﬁcult decision that needs
to be made — how do they ensure they receive the best care? If you ask anybody, the overwhelming
majority of people would say they would rather stay at home. Nurse Next Door believes — and
countless studies support this — that the vast majority of people never want to move out of their
home and into a rehab facility, retirement village or nursing home.
Nurse Next Door receives several calls on a daily basis from people who are overwhelmed because
they or someone they know is in urgent need of care and they aren't aware of the options they have.
People are moving into assisted living facilities unaware of the choices they have that will allow them
to live where they want to be — their home.
Home care tends to be associated with ageing parents or loved ones but we often overlook that it's
applicable to all of us. Put yourself in their shoes — where would you want to live? We're sure the
majority, if not all of you, answered that question with "home." Our mission at Nurse Next Door is to
provide accessible quality care so this can happen and conversations can start about this before it's
too late.

Warning: Friendly People Inside
Our Co-founders, John DeHart and Ken Sim, lecture and write often on the subject of corporate
culture, how it sets the tone for a company and can make the difference between a thriving business
and a stagnant one. So what is it?
It's the "way things are done around here," expressed either verbally or (more often) non-verbally. It's
the feeling you get when you walk into a place and assess its energy: do you think, "Wow, I'd like to
work here!" or "Man, this is just like every other depressing ofﬁce I've been in." It's the attitude of the
people there: do they seem happy and engaged, or are they eyeing the clock? It's what's on the walls
and how it makes people feel. It's the tones of voices. It's the sum of hundreds of things that coalesce
to create a workplace's character — its atmosphere.
For the Partners, it’s our unwavering focus on the shared experience. Whether through weekly Hustle
calls to share good news and explore opportunities, regularly scheduled video calls with your
performance coach (and biggest cheerleader), regional and national conferences or updates on Care
Central, we’re excited to be navigating this journey together, focusing on our collective purpose of
Making Lives Better.
That’s why we celebrate personal and company accomplishments across the system — big, small,
doesn't matter — and share information such as the stories of lives made better, NPS scores,
birthdays, work anniversaries, upcoming ofﬁce events as well as ensuring our new employees are
warmly welcomed into the team. It sounds like a lot but it's a great way to build a sense of team, boost
morale and maintain something as essential to our success as our business plan: our culture.
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The Power of Pink Cars
It's why we chose a particular shade of pink as our primary color. There's nothing sombre or timid
about our pink — it's a bold, brassy pink that grabs you by the lapels and urges you to get out there
and enjoy life!
It gets us noticed, too. Often, people encounter Nurse Next Door for the ﬁrst time when they spot one
of our pink wrapped cars. Pink reﬂects the energy and spirit we want to exude in everything we do so
we can pass it on to our clients, who deserve to feel enthusiastic and happy about their lives.
Once you see one of our pink cars, you don't forget it — or Nurse Next Door.

Making Lives Better
Culture is better when it's the product of design rather than accident. It's the result of leadership
asking, as John and Ken did in 2005, "What kind of company do we want to have?" then making the
changes to realise that vision.
They started with a central theme to guide them: Making Lives Better. From there emerged the
essential core values: Admire People, WOW Customer Experience, Find a Better Way, and Passionate
About Making a Difference. They adopted a tone: bright, cheerful, happy, professional and
hard-working but fun!
Most of all, we wanted happy, caring people in every position — no negative energy allowed. We take
care to make sure the people we hire and the Franchise Partners we choose have not only the right
skill set but the proper attitude — the caring and cheerful nature that deﬁnes us.
As one of our Franchise Partners puts it, Nurse Next Door "looks for the smile." We want caring,
thoughtful individuals who enjoy people and exude a happiness and selﬂessness that no training
program can manufacture.
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What Sets Us Apart: Our Care Services Platform
Home care business owners aren't ordinary entrepreneurs.
They want to build thriving businesses, of course, but the people who choose this industry are
responding to a certain calling. It's personal to them. In the United States, franchise industry experts
estimate that 85 percent of home care business owners, like our Co-founders John and Ken, have had
personal experiences with home care. Often, they're bad ones.
That's why so many get into the business to begin with: they want to improve the way the home care
industry operates and make lives better. But they quickly discover that the administrative side of
home care — answering the phone, budgeting, scheduling — can eat up tremendous amounts of
time and energy. It's a 24/7 business. Wonderful people who start with a reservoir of passion for
helping people end up swamped and burn out after a couple of years. They get into the business for
the right reasons and leave it for the wrong ones.
We knew when we founded Nurse Next Door that if we could ﬁnd a way to minimize the
administrative aspects of the business — especially scheduling, the most complicated and
time-consuming duty — we could drastically reduce burnout and keep our dedicated Franchise
Partners and caregivers focused on the care that drew them to the industry to begin with.
Our solution: our Care Services Platform, anchored by an around-the-clock call centre at our
"HeartQuarters" ofﬁce in Melbourne.

The Care Services Centre Advantage
Intakes
A Franchise Partner's marketing and sales efforts ultimately lead to their goal of driving continuous
intakes. Intakes are calls and emails that are received from potential clients or contacts looking for
service. We understand that Franchise Partners are busy people and that sometimes they are with
clients, driving on the road or picking up their children from school. Our specialised Intakes Team are
experts at speaking compassionately about our services, explaining our Happier Ageing concept and
their conversion rates are exceptional.

Scheduling
We believe in alleviating scheduling duties for Franchise Partners so they can focus on growing their
business. A good portion of the Care Services Specialist's day is assigning visits out to caregivers and
nurses with the aim to ﬁll visits 14 days ahead. Getting ahead on the schedule creates logistical
efﬁciency so the Care Services Centre can deal with urgent visits and uphold the reputation of a
Franchise Partner's business.
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Caregiver Monitoring
Developed to ensure that caregivers or nurses have arrived at their client's visits, our Care Services
Center’s Attendance Monitoring System (AMS) an internally developed tool, is monitored throughout
the day and night to ensure there are no missed visits. In order to safeguard the integrity of a
Franchise Partner's business, our Care Services Centre will call any caregiver who does not sign in to
their visit, email a detailed explanation of what action is required and follow-up with an immediate
call to staff if necessary.

Infrastructure & Technology
Our Care Services Centre is equipped with the most up-to-date and effective resources to ensure
Franchise Partners have the tools they need to grow and scale their business. With access to our
centralised Care Services Centre, Franchise Partners have an expert team working on their business
with state of the art technology. The Key to a Successful Home Care Business
Nurse Next Door has spent years building our Care Services Platform into the truly transformative
system it has become. It lifts the most tedious and time-sapping aspects of home care off the
shoulders of our Franchise Partners, and with incredible efﬁciency and well-honed practices without
peer in the industry.
The call center is the hub. Our Care Services Specialists ﬁeld incoming calls, handle scheduling, set up
appointments, check with caregivers and clients about schedule changes and talk regularly with
Franchise Partners to coordinate. Our Care Services Specialists are ready for anything 24/7 — if there's
an emergency at 3 a.m., you can rest assured that the Care Services Centre will be there. Our Care
Services Centre saves our Franchise Partners a tremendous amount of time and energy that they can
spend on building connections in the community and focus on sales instead. And what do our
Franchise Partners pay for it? Seven percent of gross sales — far less than the cost of ensuring that
your phones are manned by a live (and awake!) person 24/7/365. As your business grows, so does the
level of support.
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A System that Works for Franchise Partners
We’ve built a team of expert Care Services Specialists, which continuously expands to meet the
demands of a growing franchise system. It's how we can set a goal to keep our average hold time to
less than 30 seconds. It is one reason why our Net Promoter Score in Australia, a key customer service
metric, is a phenomenal 82 — a world-class score on par with such renowned brands as Amazon.com,
Apple and Publix and far above any other home care brand's Net Promoter Score.
Although Franchise Partners work remotely with the Care Services Center in Melbourne, key data is
readily available and sent regularly through Admire People reports. We believe in constant and
transparent communication.
Our Care Services Centre team really gets to know our Franchise Partners, caregivers and customers.
They'll be able to tell you things like which client always calls at 2:30 p.m. on Tuesdays to arrange for
transportation to her weekly trip to the senior center the next day, which caregivers are available on
certain days and which clients and caregivers are good matches.

Finding a Better Way
The value of our Care Service Platform is incalculable. It's the one part of our operation that has
vaulted Nurse Next Door to truly world-class, disruptive status in the home care industry. Our clients
have the security of knowing they can call at any time, day or night, and speak with a live human
being who is able to access their ﬁles and care plans in seconds.
But the platform's real importance is to our Franchise Partners. Simply, it means the difference
between an intolerable work life and a great one. With the Care Services Platform, our Franchise
Partners don't have to sleep with their mobile phones. They don't have to work 16-hour days. They can
live happy, balanced lives — the kind Nurse Next Door provides for clients and families as well — and
ensures that compassionate and skilled home care business owners keep their businesses running
and the care ﬂowing for years.
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Meet One of Our Care Services Specialists
Rachel Coombes
How long have you been working as a Care Services
Specialist?
I've been working in the Care Services Centre since it first
opened.
What inspired you to work at Nurse Next Door?

I was drawn to Nurse Next Door due to having a personal
connection to assisting people who are in need. Nurse Next
Door’s values aligned with my own personal values, in that I
believe that everyone should be treated with respect and dignity
and we should all work towards Making Lives Better.
What is your favorite part about this role?

My favourite part of this role is to match our clients with the right caregivers, ensuring the client is at
the forefront of our minds when problem solving or workshopping strategies within the Care Services
team in Melbourne. I also really enjoy helping new clients who call for intakes to assist them and have
them realise that Nurse Next Door can really help them, and their families, in a time of need.
Tell us a memorable story of a time you helped a client, client contact or Caregiver.

I received a call late in my shift, close to finishing. It was a daughter who was losing her Mother and
needed help, but didn't quite know what to do next.
She explained that her mother was being moved into palliative care and she really wanted to be able to
have the care delivered at home, as she wanted her mum to be comfortable at this time. She was also
asking how soon we could start care, and if possible to have care started in the next 24 hours.
I made a call to the local Franchise Partner, who advised they could service the location, even though it
was slightly outside the boundary. The Franchise Partner and Care Designer made all the efforts
required to book a Caring Consult that day and have care started the next morning. I called the
daughter back that same day to confirm the above and she was blown away by how hard everyone
worked to make sure her mum was comfortable and that the care could start so quickly.
How do you support Franchise Partners?

I support the Franchise Partners by always ensuring that we are communicating clearly at all times.
I ensure all my tasks and responsibilities are completed correctly and in a timely manner which
allows our Franchise Partners to see what stage a client/caregiver is in at all times. This also builds a
level of trust which I feel is extremely important.
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What Are My Startup Costs?
This information is from Item 14 of our Franchise Disclosure Document with an issuance date of
October 2020. This is the latest version of our Franchise Disclosure Document. This version may not be
currently registered in any or all franchise registration states. We will make an application to register it
in all registration states in due course as required under applicable law.
Nurse Next Door's initial franchise investment is modest for a franchise business.
Our territories provide a protected area for you to establish your business. The size of the metropolitan
area doesn't matter much, Nurse Next Door has found that one of the key metrics we can measure is
the number of people aged over 65 years. Our territories in Australia all have a minimum of 30.000
seniors and typically average between 33,000 - 35,000. . Regional markets, while often large
geographically, can be great locations for Nurse Next Door because they're often made up of tightly
knit local communities.

Australia
Type of Expenditure

Amount
Low

High

Initial Franchise Fee

$85,000

$85,000

Technology Start-up Fee

$10,000

$10,000

Pre-opening Brand and Promotion including Marketing Collateral;

$7,000

$7,000

$0

$4,000

$500

$3,000

$4,000

$6,000

$0

$5,000

$12,500

$12,500

$0

$1,000

$1000

$3,000

$0

$1,000

$50,000

$75,000

$170,000

$212,500

Initial Training Program (travel & accomodation)
Ofﬁce Equipment and Supplies
Legal and Accounting
Rent; Leased Improvements
Insurance (excluding Worker’s Compensation)
Vehicle
Computers and Related Peripherals
Licenses and Permits
Additional Funds — 4 to 6 Months / Working Capital

Total
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Franchise Model

This traditional franchise model is the most popular and geared towards independent
owner-operators looking to build 1 to 3 franchise locations in their home community. This model sees
Franchise Partners build their Nurse Next Door location from the ground up, rolling up their sleeves to
build a proﬁtable business they can be proud of.
This model will suit you if:
❤

You want to immerse yourself in the business.

❤

You're open to learning.

❤

You want room to grow.
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Training and Support
Nurse Next Door leaves no new Franchise Partner unprepared to run a successful home care
business.
Our training starts with our 12 week Foundations program, which covers everything from insurance to
wrapping your Nurse Next Door car to setting up your marketing and sales systems. You’ll also join us
for a full week of Franchise Partner Training to show you how to get started.

Immersion Week Training & Resources
Our goal during Immersion week is not to turn you into nurses — you can hire those. Our job is to turn
you into a successful franchise operator. During the week of training, various members of our
HeartQuarters ofﬁce will provide interactive training sessions so information can be absorbed and
retained easily.
We show Franchise Partners how to be leaders, effective executors, great communicators, skilled
managers of people and excellent operators. They leave training with a solid understanding of the
ﬁnances and metrics behind the business.
For the critical ﬁrst six to eight months, an assigned coach will guide you through the inevitable
rough spots. Our coaches are part counselor, part cheerleader, part business consultant — and the
entire home ofﬁce team is available for as long or as often as you need us. We understand that
sometimes the hardest part is getting started so we've developed tools such as a 16 Week Plan to help
new Franchise Partners ﬁnd their footing and ensure they're set up for success from the beginning.
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Operations Support
Our HeartQuarters team consists of Marketing, Operations, People, IT
and Care Services specialists, all of whom are available to all Franchise
Partners to provide guidance and support at any point of their business.
Some initiatives and tools that we have are:
❤

eLearning. This tool was developed so Franchise Partners can
ensure caregivers and employees are equipped with resources
and information that will set them up for success. Online
learning modules ensure brand consistency in training that will
help employees retain information easier.

❤

Recruitment. Our world class Care Central intranet platform
includes a fully automated recruitment module that helps to
make caregiver and employee recruitment a seamless (and
paperless!) process.

❤

“Foundations” Franchise Opener. This plan was created as a
guideline for Franchise Partners to use once they've launched.
With step-by-step instructions, this plan is a "how-to" to ensure
Franchise Partners see results from the start.

❤

Annual Conference. Our global Annual Conference in
Vancouver, Canada is an opportunity to unite Franchise
Partners and members of HeartQuarters from all over the
world. This event is full of learnings, networking and
celebration.

❤

Regionals Conference. Our Regionals events are an annual
opportunity when HeartQuarters hits the road and comes to
you. Like the Annual Conference, this event is full of learnings,
networking and celebration, in your state.

Return on Energy
Our main goal is to help you grow a successful business. That means
not just making sure you get a good return on investment (ROI), but
return on energy (ROE). Successful businesses function not just
ﬁnancially but emotionally; Franchise Partners who work 90-hour
weeks clogged with paperwork and scheduling and never see their
kids, tend not to succeed or last in the business.

Canadian Franchise
Find Sudden
Success in the U.S.
By Joseh O’Kane
The Globe and Mail
American expansion is a top
priority for Nurse Next Door, says
president and chief executive
Cathy Thorpe: "Canada doesn't
have a lot of franchise territories
left, but we have hundreds we
can leverage across the U.S."
Nurse Next Door was launched by
John DeHart and Ken Sim in 2001,
and they began franchising in
2007. Ms. Thorpe joined in 2014 at
the suggestion of Mr. DeHart after
nearly 25 years in retail, much of it
with Gap Inc. She saw "huge"
opportunities in the home-care
market.
She also admired the co-founders'
approach. "They picked pink and
yellow as the branding colours,"
Ms. Thorpe says. "It was disruptive
then, and it's been disruptive ever
since."
Read more...

We don't want that, so we show our Franchise Partners how to take full
advantage of our Care Services Center, the support of HeartQuarters
and the support of other Franchise Partners who are always willing to
help out a new member of the team.
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Are You 1 in 100?
Who Makes a Good Nurse Next Door Franchise
Partner?
Someone with a tender touch and the tenacity of a bulldog.
Someone who acknowledges the challenges of home health care but has optimism and good cheer
to burn. Someone who's extroverted but self-aware. Someone nimble enough to ﬁnd better ways to
serve clients but disciplined enough to follow a well-established system.
Those characteristics might seem contradictory at ﬁrst, but they're the qualities Nurse Next Door
Franchise Partners exhibit every day. Here's what some of them say about running successful Nurse
Next Door franchises:
❤ Lauren MacDonald (Gold Coast, QLD): "Nurse Next Door has well-developed systems and
has a committed and dedicated team to help you establish and grow your business. If you are
passionate about making a difference, are genuine about helping those that need support in
your community, and you are also not afraid of hard work then this is a great and rewarding
opportunity.."
❤ Glenn Bartel (Melbourne South East, VIC): "We're excited to build a business that helps
people stay in their own homes, on their own terms, and that focuses on possibility and
celebrates life regardless of age or ability. We are also thrilled at the positive impact our new
venture will have on our local community as we grow our team, creating 50 new health care
jobs over the next 12 months."
❤ Kiran Samran (Elk Grove, CA): “Nurse Next Door is an amazing, fast-paced and exciting
career where you can truly make a difference! We work hard but we also have a lot of FUN
doing so! This is deﬁnitely a people business so kindness and compassion are a must for your
clients and for your caregivers, whom you cannot do this without.”
❤

Chris Wilkinson (Nanaimo, BC): "It's got to be somebody that has passion for helping people.
You can't start a home health care business if you're planning to become a tycoon and take
time off on the yacht. Your schedule will be busy, and if you're successful, you'll eventually be
able to pull back and get help. You have to have good business sense and be a people
person."
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Franchise Partner Reviews
Lauren Macdonald (Gold Coast, QLD)
What were you doing before owning a Nurse Next Door franchise?
I had been fortunate enough to take a break in my career and raise our
two young children. Previous to this I worked in the aviation industry in a
number of different service focused and people management roles. I also
did some work earlier in my career in an aged care facility.
How did you ﬁnd out about Nurse Next Door?
My husband and I had been researching opportunities in the in-home care
industry in Australia. Through our research we came across the ‘Pink Car’
in some online searches and further investigated. It was not that long
after the Nurse Next Brand had launched in Australia so we decided to
initially do our own research on the organisation then commenced
discussions with the Nurse Next Door Heartquarters team here in Australia.
Why did you decide to buy a Nurse Next Door franchise?
From our first interactions with the leadership team here in Australia, it became very apparent the
organisation is extremely service oriented, this is one of the areas that the industry really needs to focus
on as at the end of the day we are here for people in our community and to provide them with an
exceptional service experience. The more familiar we became with the organisation, the more we
learned; we were extremely impressed with what the business stood for in its core values especially to
‘find a better way, admire people & make a difference’. We were also very impressed with what we
learnt about the systems that underpin the business. We believed the systems were well thought through,
extremely scalable. and could support us in building our business.
How have you found the need for home care services in your community?
Whilst we always believed there was a significant demand in the community for home care, it wasn’t
until we started getting out into the community to offer our services that we realised the extent of the
demand, especially for high quality care, that focuses on the needs of the client. As our business
continues to grow, we are further understanding that there are opportunities to assist in the community
across all demographics, with all types of care whether it be companionship through to high needs
nursing care.
How do you feel about Nurse Next Door's training and support?
The initial training program was extremely thorough, organised and well-paced. It taught me what I
required to enable us to commence our business. The support doesn’t stop here though, we were guided
from pre-launch right through the early establishment months of operating our business. We have
ongoing interaction with the Heartquarters training & leadership team. They are always there if we
need them 24/7 and very supportive; nothing is ever a trouble and their level of commitment to helping
us with growing our business continues to be outstanding.
How has the Care Services Center supported your business?
Having a support team available for our care team and also to provide first contact support for
members of our community has been a great help. The work that they do around the clock particularly
with regard to scheduling is a great help and certainly gives our leadership team more time to focus on
our clients and our care and nursing team. Importantly too, it also gives us the time to be out in the
community building relationships to support the ongoing growth of our business.
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What does your typical day look like?
Early in the day I often focus on ensuring the operations are running smoothly and have brief catch ups
with members of our leadership team and our care and nursing team to ensure we are across everything
– our clients and our care and nursing team are our priority. From here I will have some days where
I’m then heading out to meet with new potential clients and referral sources, whilst other days I’m
working on the growth of our team and recruiting new team members. Everyday is different which is
something I really enjoy.
What would your advice be to anyone looking to buy a Nurse Next Door franchise?
Nurse Next Door has well-developed systems and has a committed and dedicated team to help you
establish and grow your business. If you are passionate about making a difference, are genuine about
helping those that need support in your community, and you are also not afraid of hard work then this is
a great and rewarding opportunity.

Glenn Bartel & Vicki Caton (Melbourne South East, VIC)
What were you doing before owning a Nurse Next Door franchise?
I (Glenn) worked for 30 years in retail in both franchise and corporate
environments, focusing on sales, operations and marketing. This was
across hardware, auto and residential construction sectors. Nothing to do
with home healthcare, however the underlying skills required were small
business coaching and relationship management, which I feel is very
transferable to this business.
Vicki is an "Action Woman' type of person, having worked in remote
mining camps throughout Australia and Indonesia in her early career.
She has also owned and operated small businesses in web development
and as a qualified Personal Trainer, having her 92-year-old mum as one
of her clients! Keeping herself and others fit and healthy is a big part of
her life.
How did you ﬁnd out about Nurse Next Door?
We have a personal connection with Matt and Amber, but to be honest, we didn’t know much about
Nurse Next Door until I called Amber, seeking some business advice from Amber on a hospitality
business we had decided to purchase in the middle of the COVID lockdown, not the best move probably
on reflection! Anyway, after a lengthy chat on the phone about what they were up to in the home
healthcare space, our focus quickly moved from the cafe to Nurse Next Door!
Why did you decide to buy a Nurse Next Door franchise?
Within 30 minutes of the initial discussion with Amber, we had decided the cafe was out! Within 24
hours we had decided Nurse Next Door is where our future lay. Why? One; Matt and Amber's passion
for the business is infectious, which gave us great confidence. Two; I don’t think there is a better, more
robust market to be involved in at the moment than in-home care, both personally and from a business
perspective. Three; from my franchise background, systems, support, longevity and proven success are
king, which Nurse Next Door had. Finally, but most importantly it was the nature of the enterprise of
Making Lives Better. We both have very personal experience being full time carers for loved ones for
long periods, and know how important it was to have them at home and have them supported. Simply
put, selling hammers and nails no longer motivates me as much as helping people does. We did not have
a clinical background but knew we could hire a passionate team member to make it happen.
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How have you found the need for home care services in your community?
Whilst it is very early days, anecdotally the demand seems very high. We had a potential 24/7 client
before we had even completed our training week. The combination of the COVID-19 outbreak and the
Aged Care Royal Commission seems to be focusing more attention on in-home care from traditional
aged care facilities. Also, the NDIS’ own projections illustrate unbelievable local demand as the scheme
continues to roll out. Having said all that we still treat every day as the 'phone will never ring' and
'where is our next client'.
How do you feel about Nurse Next Door's training and support?
As I mentioned earlier, good franchises are based on sound systems and support. We came away from
the Immersion Week training feeling very comfortable with where we were going. The reality is,
however, it is not until you start operations that you realise you have a long way to go. It’s an ongoing
daily learning and training exercise. You refer to the systems and manuals, you make phone calls to
HeartQuarters and other partners, who have either been where you are at, and you learn together. The
point is, you have someone to turn to for ongoing support and nothing seems too much trouble.
Sometimes you feel like you are asking dumb questions but there’s a genuine attitude that there is no
such thing as “dumb” question. They want us to succeed.
How has the Care Services Center supported your business?
There are lots of examples but the one that comes to mind is with our first client, a 1-hour nursing visit
that went to 24/7 care within 6 hours. There we were, looking blankly at the scheduling tool, having
forgotten everything we had learnt in training, in a mild panic. Sarah and her team in Care Services
jumped online with us for two hours helping us pull it all together at 11.00 pm for the visits to start the
next day.
What does your typical day look like?
You try and focus on a rhythm, which can be tricky in the first few weeks, but that’s okay, every day is
something new. For us, it is about building a team around us. Lots of recruiting, activity punctuated by
developing professional referrals and the all-important ‘drop everything’ when a client hits your radar.
It can hit you early and fast, it's hard work too, which is not 9-5, so typically you just need to be
engaged.
What would your advice be to anyone looking to buy a Nurse Next Door franchise?
Do your homework. Make sure you know what you want to get out of it…money, lifestyle, satisfaction,
etc. Do your sums, plan for different scenarios. When it comes to the purpose of “Making Lives Better”
and the Nurse Next Door core values, it is not a hard sell because it is what we believe in, the rest you
can learn as you go along.
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Wendy Scott (Burnaby/New Westminster, BC)
How long have you been a Franchise Partner?
Since July 1, 2009. Burnaby and Kamloops were test franchise areas,
and so through a networking group, somebody introduced me to Nurse
Next Door. I emailed the Franchise Development Manager and we
looked at our competitors in the market and the demographics. After
this, I talked to my husband, my husband's sister, our accountant and
our lawyer.
What's your professional background?
I've been a registered nurse for 40+ years. I was in organizational
health care, hospitals, I was manager of a tertiary-level intensive care unit for almost 30 years, and for
the last six years I was manager of the emergency department in that hospital. I have an RN diploma, a
baccalaureate in nursing and a master's in leadership & training. I have an extensive emergency,
trauma, cardiac and intensive care background and I've done small business, but I've always worked
full-time, even during my schooling.
How did you ﬁnd out about Nurse Next Door?
I knew about it through this networking group. Then, I started to look into franchising and researching
Nurse Next Door and their core values. I had the opportunity to meet the people, and I knew there was a
niche for this kind of work because of my background and the frustration of hospitals. I was very
concerned about the overcrowding in patient care areas. I was tired of seeing people sent home too soon
— where they'd go home with no one to care for them — only to be readmitted. That's when I knew there
was a big void between hospital culture, discharge planning and the community kicking in to offer some
services.
What's the need for this kind of service?
The demographic pyramid used to be a normal pyramid with the pointy end at the top and wide end at
the base. The pointy end at the top was the seniors, and the base was you and me as boomers or the
younger generation. Now that pyramid is not quite inverted, but much, much smaller on the base so that
seniors are working longer, living longer, there's more of them than there ever were before, and they've
worked pretty hard all their lives. I think as we age, we're healthier because we're more active... I just
think we're going to see a lot more seniors that are going to have disabilities, whether it's chronic disease
or mobility issues. But you still don't have to roll over and die.
What appealed to you about franchising?
Owning my own small business really appealed to me, and doing something that I had spent all my life
perfecting. With my personality, I thought this was going to be a good fit for me. Then, when I had the
opportunity to meet people like John and Ken (DeHart and Sim, Nurse Next Door's Co-founders), it just
seemed like a super fit.
What do you mean by "make a difference"?
It's challenging and fulfilling. I think the biggest difference we make is putting smiles on faces, and the
other difference is in the aging perspective. Our society has always looked at aging as, "Oh, my
goodness, here it comes, it's happening to me," instead of focusing on enjoying life. There's no reason
why someone in their 70s can't enjoy the things they used to enjoy. Why would you be content to sit in a
chair and rot? In our society, the elderly seem to be tossed aside: "Oh, well, you're getting old." It's the
standard line seniors get now, and it isn't true. They may be wearing out physically, but they can be
active and keep their brains going, and they can stay at home for as long as they want or are able,
surrounded by their familiar things.
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Why is it important for seniors to stay in their homes, and what does it mean to "celebrate
aging"?
The joy of that is that you get to stay in your own surroundings. Research has definitely proven that
home is better. If you can have support in your home and not have to do all those things you've done all
your life to keep things going, such as your housekeeping and meal preparation, then it's ideal. If you
don't want to go out because you're struggling with your wheelchair or your walker, you have the option
to have a companion take you out, make sure that you're safe, ensure you don't trip over the curb, and
help you with your groceries. We're right there to take away those things that are burdening the senior
from getting up and enjoying themselves.
How do you think Nurse Next Door differs from other home care providers?
The reason we're different is that we truly live, sleep and breathe our core values. Our core values are
fundamental to how we make business decisions, how we look after staff and how we look after all our
customers far beyond the client. The other thing that's really unique is that we take the time when we do
our Caring Consult to match up our caregivers and our clients. I think, too, our happy disposition is
what sets us apart. We go above and beyond. If, for instance, our client can no longer go somewhere, we
will look at ways to bring that somewhere to them, whether it be a video, pictures, books, ethnic foods —
we'll try and simulate a travel experience. So it goes far beyond task-oriented, get in, get out. We're there
to do whatever it takes to give them peace of mind.
Can you talk a little about how Nurse Next Door enhances quality of life?
I truly believe that companionship, having somebody to talk to, helping with meal preparation and
keeping the place tidy really improves an individual's quality of life. I just can't imagine not getting out
of bed in the day because you weren't strong enough to do that, or not being able to lift a fork and
drinking Pepsi all day because that's the only thing you can open. I think quality of life equals longevity.
We've seen miraculous things happen such as the time we sent in a caregiver to a stroke victim who
reverted to her mother tongue, which was German, and we didn't have a German-speaking caregiver at
the time. We were able to hire a German-speaking caregiver, and the client's turnaround was amazing.
The facility staff said, "We had no idea you guys could make such a difference." Now she's talking in
English again, she's up, they take her for walks, and they read the Bible to her, which is one of the most
important things to her. She speaks again, which is so exciting for us.
Is there a way clients can celebrate life even if they're in hospice or palliative care?
Absolutely. We give clients peace of mind. We give families peace of mind, because now they can be
family members instead of caregivers. Having to be a caregiver and a family member? Very difficult.
Whereas, if you bring us in, even for just the night shifts, you can get sleep. We'll wake you if anything
goes awry or if a client's slipping, but for the most part you don't have to worry about not getting
enough sleep or sleeping with one eye open ... I think that the end of life, as upsetting as it is, can be
respectful and graceful.
What does Nurse Next Door franchise ownership allow you to do that you couldn't do before?
Oh, gee, that's a great one. That's a no-brainer: make decisions on a dime. How about that? The
bureaucracy I was dealing with took many weeks or months to make a decision, and by the time the
decision was made, it was too late.
What about in your personal life?
Sure. You're the master of your own destiny, so you know that the energy and commitment you put out
will come back to you tenfold.
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Customer Stories
Irene S. (a client’s partner in Melbourne, VIC)
"I love our team of caregivers and nurses that care for my husband 7 days a week and enable him to live
at home rather than in a hospital. Over the last year these men and women really have become part of
our family. Sacha (RN) oversees and manages the large care team and I know that she is always just a
phone call away. My husband's needs are complex and the Nurse Next Door Team have been there for
whatever has been required - from help with sourcing medical supplies to assistance with hiring
equipment - I could not have done it without them." “Thankyou for organising my partner so
wonderfully, …..thankyou for your support …. Beautiful beautiful carers. My heart and soul are so
grateful you are all angels.”

Lisa B. (a client’s daughter in Melbourne, VIC)
Lisa says, “Nurse Next Door has given me peace of mind knowing that my parents are with a company
that sincerely cares about them and can give me a break. I was able to go away for an overseas trip
with my family recently knowing they were well cared for and an emergency plan was in place if
needed. I first reached out to the team for my mother and then after she passed away they were right
there to provide care for my father who has dementia. He already had a great relationship with a care
team which made things so much easier for him and me. I am so grateful for the tender loving care they
have shown my family and the many ways they have helped us.” I am a mother myself to a young child,
so knowing someone I trust can always be there for my Dad when I can’t, really takes the pressure off."
Thanks for your help and for always listening
Thank you you and the team are making things easier for me x

Jason C. (a client in Melbourne, VIC)
I can rest and relax now since the lovely nurse has visited and provided gentle care to my wounds.
Thanks to Sacha and all the Nurse Next Door staff - so caring, professional, so gentle, so patient, willing
to listen and so happy to involve themselves with their knowledge in all parts of my care.

Tanya S. (a client’s daughter in Melbourne, VIC)
We first used Nurse Next Door for some temporary care for my elderly mother after a fall. The carers
were so sweet and kind and mum loved seeing their smiling faces every visit. Once mum had made a full
recovery and we no longer needed ongoing care we were both sad to say goodbye to the girls.
I am the primary caregiver for Mum and was recently given an opportunity to return to part time work
and once again reached out to Nurse Next Door to help me. There is no way I could have managed a
return to work had it not been for Nurse Next Door. The relationship and trust I have with Sacha and
her team is so special and I am so grateful for the freedom they give me to pursue my own things as well
as care for my Mum.

33

The Nurse Next Door Story - North America
Prior to starting Nurse Next Door, John DeHart and Ken Sim didn't know each other. Neither worked
in home care. Neither had given much thought to the demand for home care or the demographics
driving it.
So how, in less than a decade, did they build a dominant home health care brand? It took vision,
generous friends, tenacity, smarts, a willingness to adapt — and, above all, a passion for making a
difference in people's lives.

A Mutual Mentor
In 2001, John was an Information Technology Specialist in his mid-20s who had already founded
several IT and tech startups. Ken was an Investment and Merchant Banker with CIBC, one of Canada's
largest banks.
They shared only a mutual mentor: Milton Wong, founder of the Vancouver ﬁnancial management
ﬁrm M.K. Wong and Associates, who had met Ken through investment deals and knew John through
John's uncle, Bob DeHart, a Wong and Associates partner. Wong knew both men were looking to
start or buy businesses, and he introduced them. John and Ken began tossing some ideas around.

Two Phones, Six Caregivers
After some ﬁrst hand experience with family members needing home care Ken and John began
examining the industry and realised this was just the business they had been looking for. Over the
next few months, Ken and John invested their life savings and brought Wong on as chairman of the
Board. In September 2001, the two partners started in a Starbucks with a couple of cell phones and six
caregivers.

Establishing a Culture
Nurse Next Door had forged a strong direction with passion — a commitment to make lives better;
help clients enjoy life; free family to be family, not caregivers; and nurture a sustainable, proﬁtable
business. But in 2005, even with one of the country's fastest-growing companies, John and Ken
looked carefully at Nurse Next Door and decided: we're not enjoying this. It was a great company
attracting attention throughout Canada's media and health care establishments, but they weren't
happy. They were overworked and exhausted in a joyless work environment. John and Ken realised
they had to make Nurse Next Door fun or they'd burn out in a year.
So they set about establishing Nurse Next Door's culture, which has earned the company and its
Co-founders attention and praise throughout the business world. The process produced Nurse Next
Door's core values, a commitment to live them and a brand that embodies happiness, caring,
celebration and respect for people -not just for clients, but employees and Franchise Partners as well.
Nurse Next Door is always looking for ways to make the job more satisfying for Franchise Partners. We
set up the Care Services Center to relieve them of time-consuming scheduling duties, giving them
the freedom to ﬁnd a better way to serve their clients. The ofﬁce environment is also fun, with a
relaxed dress code and cheerful morning "huddles" instead of grim gatherings around a conference
room table.
Nurse Next Door began franchising in 2007 and as of 2019, boasts over 200 franchise locations across
Canada, USA and Australia. In 2016, Cathy Thorpe was named as President & CEO of Nurse Next Door
to continue to lead the company through rapid expansion as it heads towards global expansion. The
change ensures strong leadership as Nurse Next Door roars into its second decade as North America's
fastest-growing home health care brand.
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The Nurse Next Door Story - Australia
A “gap year”
In 2016 Amber Biesse and Matt Fitton moved to Vancouver so their daughter could attend a highly
regarded school for children with learning disabilities. Without a work visa they were unable to be
employed in Canada so used their time away as a mid life “gap year”, skiing, hiking, travelling and
reading. It also created the head space to reﬂect on the last 25 years of business ownership and reset
business goals and aspirations and ask themselves what next?

The Pink Cars
In their twenties and thirties they were restaurateurs,
late thirties and forties, property developers and
designers and, whilst all very successful businesses, the
duo were determined that the next business venture
must be scalable to allow them to grow a bigger
business.
Having already identiﬁed that an ageing population was
creating compelling business opportunities, they
noticed the pink Nurse Next Door cars driving around
their neighbourhood and decided to investigate the
company. Discovering that Nurse Next Door was not
only a highly regarded home healthcare provider for
seniors in Canada and the USA, but also a very
successful franchise system looking to expand into
Australia by way of Master Franchisee - this was the
perfect opportunity they were looking for.

The Stars Aligned
A rigorous process of research and investigation ensued to understand the Australian market and
ensure Nurse Next Door was a business that could make an impact. It turned out that the aged care
and disability sector in Australia was in the process of huge upheaval with the recent introduction of
consumer directed care and, what had traditionally been an industry dominated by not-for-proﬁts,
was in the process of transformative change. With a new strategic focus on the end consumer, who
now wield the powerful sword of choice, a new breed of for-proﬁts were entering the market focused
on customer service and client experience - ironically requiring a hospitality mindset - and resulting
in aged & disability care being the fastest growing sector in Australia. The restructuring of the
industry brings about many opportunities for providers with new and creative ideas to become
market leaders.
The couple also realised that the chance to build a business with heart, and work with passionate,
caring, values oriented people towards the common goal of Making Lives Better, was a unique
offering. It felt like the stars had aligned and this serendipitous opportunity to become Nurse Next
Door’s ﬁrst global partner was a match made in heaven.

Melbourne Success
Launching the Corporate franchise in Melbourne in late December, 2018, the ﬁrst caring consult was
completed on Dec 31st with the ﬁrst client signed up and care commencing the following week. As
expected the arrival of the pink cars in the streets of Melbourne has created an enormous buzz and
the Nurse Next Door values of Admiring People, WOW customer experience, Finding a Better Way
and Passionate about Making a Difference are resonating with the Australian consumer. With the
operations manual Australianised, the systems and processes validated by running the corporate
franchise, and the rate at which Melbourne has been able to penetrate the market and build a
growing number of raving fans, the success of the brand in North America is being quickly replicated
in Australia and all points toward a similar growth trajectory.
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Meet the Leadership Team - Australia
Amber Biesse & Matt Fitton, Co-CEOs
Amber Biesse and Matt Fitton are the co founders and co-CEOs of Nurse
Next Door Australia. Amber & Matt have owned and operated multiple
successful businesses over the past 25 years. In 1993, they established and
operated the award winning Wildﬂower Restaurant in Canterbury,
winning not just industry awards, but also the 1995 Victorian Government’s
Small Business Award for best small business, recognising best business
practices and systems. After 8 years of glowing reviews and a loyal
customer following they sold this business as a going concern and
Wildﬂower traded successfully for a further 10 years. Subsequent to
Wildﬂower they owned & operated Tin Shed Holdings - an award winning
boutique property development ﬁrm, specialising in high end luxury
homes, which also later incorporated award winning, Amber Hope design,
an architectural and interior design practice.
At the foundation of each business has been a commitment to excellence
across all aspects of the operation, an awareness of developing and
adhering to good operational and ﬁnancial systems and an unwavering
work ethic to do the best job possible. Partners in life and business with
complementary skill sets, they have found this to be an incredible
strength and allowed them to build proﬁtable, well respected businesses
across several different industries.

Anna Bruce, Systems Performance Manager
Joining Nurse Next Door in 2021 as our National Systems Performance
Manager, Anna Bruce works closely with our franchise partners to help
them reach their full potential as business owners, leveraging the Nurse
Next Door systems, and embracing the Core Purpose and Values that the
brand embodies. Currently in the ﬁnal stages of completing her MBA and
having been a Systems Performance coach in the franchising sector for
the past 20 years, most recently in the travel industry, Anna brings a
wealth of business experience and is focussed on utilising her strong
communication skills, her passion for helping others, and her boundless
amounts of energy to create strong, meaningful relationships with our
Franchise Partners.

Jo Bright, Director of People Experience
Jo Bright joined the Nurse Next Door team in early 2020 to lead
recruitment in the ﬂagship corporate franchise.
Jo is incredibly
passionate about the customer & employee experience and relishes the
challenge of ﬁnding innovative solutions to complex problems. Jo
attained signiﬁcant responsibility and experience managing both
customer and employee Net Promoter Score programs within a fast
paced, global events company. This equipped Jo with a profound
understanding of the importance of customer and employee journey
within a business. Building strong relationships with our Franchise
Partners, she shares her knowledge and insight on how to build out the
Nurse Next Door recruitment and employee engagement system in
each location..
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Meet the Leadership Team - Vancouver
Cathy Thorpe, President & CEO
Cathy Thorpe joined Nurse Next Door as President in 2014 with the mission
of growing the business on both sides of the border and achieving a new
level of operational excellence. In 2016, Cathy was named as CEO of Nurse
Next Door. An accomplished leader, Cathy brings over two decades of
leadership experience in the retail industry to Nurse Next Door. She
previously served as President of Please Mum and Director of Canadian
Operations for The Gap and The Gap Kids, where she was responsible for
150 stores and more than 1,000 employees. Additionally, Cathy founded and
ran Surge Advisors, a consultancy that provided strategic leadership
counsel to small and medium size enterprises with a focus on fast growth
and measurable results. These diverse experiences facilitate Cathy's ability to lead Nurse Next Door to
new heights, coach people beyond what they imagined was possible, and ensure the company
delivers on the promise of a WOW Customer Experience each and every time.

Arif Abdulla, VP Global Franchise Development
Arif Abdulla serves as VP, Global Franchise Development with a focus on
growing Nurse Next Door's footprint in the United States. Initially joining
the company in 2006, Arif started with the company's sales and marketing
team, but quickly showed an uncommon level of tenacity and natural
understanding of business development and operations. Prior to his
current role, Arif has held various positions such as Marketing and PR
Manager and VP of US Operations. He has played an integral role in the
growth of the senior care franchise system and expansion of the business
across Canada and the United States. Throughout his near-decade
experience with Nurse Next Door, Arif has become an expert on the home
care industry and developed an intimate understanding of the business's operations. Whether
speaking with prospective or seasoned Franchise Partners, Arif can be counted on to bring his
strategic mindset and knowledge to the table to ﬁnd a win-win outcome. Arif holds a Bachelor of Arts
in Communications from Simon Fraser University.

Susan Karda, Chief Operations Ofﬁcer
Susan joined the Nurse Next Door team in September 2017 as Vice
President, Making Lives Better, with a mandate of delivering happiness.
Today as Chief Operating Ofﬁcer she oversees the day-to-day North
American operations of the franchise experience as well as enhancing the
internal infrastructure in support of Nurse Next Door’s strategic intent and
continued system growth. Susan brings 25+ years of experience as a senior
leader in leadership development, human resources and retail operations
and has worked with world class brands: lululemon athletica, Aritzia,
Vancity, and Gap Inc. (Gap, GapKids, Banana Republic and Old Navy). Susan
is a certiﬁed professional coach with expertise in performance and
leadership coaching. She has completed training with accredited institutions: Adler, Erickson, CTI, and
CRR Global.
She brings a wealth of diverse experience including leadership development,
mindfulness, generating intentional cultures, process improvement and operations, talent and
organisational development — making the workplace a more happy and productive one.

37

Veronica Tissera, VP Corporate Franchises
Veronica Tissera joined Nurse Next Door in 2014 and serves as VP Corporate
Franchises. In this role, Veronica's focus is developing and implementing
strategies to grow the franchise while also ensuring operational excellence.
Prior to joining Nurse Next Door, Veronica gained over 20 years of
experience with major international brands, including 15 years at The Gap
where she was responsible for over $150 million in operations. She also
served as VP of Operations for Please Mum and Head of Product for North
America at Aritzia. Drawing on these experiences, she brings a proven track
record of leadership development, strong processes, and delivering results
through building a culture of accountability. For Veronica, the focus is
always on the client and she understands the power of truly listening to ﬁnd opportunities for
improving the experience. If she isn't working, Veronica is riding her bike on the seawall, practicing
yoga, or enjoying time with her family in Vancouver.

Ken Sim, Co-Founder and Board of Directors member
Ken Sim co-founded Nurse Next Door in 2001. As Co-CEO, Ken helped build
Nurse Next Door into one of the dominant home health care companies in
North America. Under his leadership, Nurse Next Door earned numerous
prestigious awards, such as inclusion in Franchise Business Review's annual
list of North America's 50 Best Franchise Systems with under 50 units; BC
Business Magazine's Top 10 employer list for ﬁve years; and being named
"Canada's most admired emerging corporate culture" by Waterstone
Human Capital. Ken transitioned to the Board of Directors in 2011. In this
position, he contributes to the strategic direction, strategic partnerships
and ﬁnancial aspects of the company. Prior to founding Nurse Next Door,
Ken worked in the ﬁnancial sector as an analyst at KPMG, an investment banker at CIBC World
Markets (Canada and UK), and a merchant banker at CIBC Capital Partners. Ken is a recipient of the
2006 Ernst & Young Entrepreneur of the Year award and Business In Vancouver's Top 40 Under 40
award. Ken is a graduate of the University of British Columbia's Sauder School of Business Bachelor of
Commerce program and Entrepreneurs' Organization's Entrepreneurial Masters Program. Ken is also
a Lean Certiﬁed Black Belt, a Chartered Accountant (CA) and a Chartered Professional Accountant
(CPA). Ken lectures across North America (on Lean and entrepreneurship) and has co-founded
Rosemary Rocksalt Bagels.
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Next Steps
❤

Step 1 — Discovery Call/First Interview: By now, you have a pretty good idea of what we're
about. It's time for us to get to learn more about you and why you'd make an excellent Nurse
Next Door Franchise Partner. This one-on-one call with one of our Franchise Development
team members will continue to unpack our story for you, answer more questions and help us
understand what kind of business opportunity you're looking for. This will be a great
opportunity to conﬁrm if this business is right for you and if you're right for our business.

❤

Step 2 — Systems & Support: We'll detail the elements of our business model and go over
the training and support that is offered. We'll also go over the systems that are available to
you such as online marketing, our recruitment process and touch on some of the business
metrics we use to help grow your business. This call is a bit of a “life cycle of a Franchise
Partner.

❤

Step 3 — Care Services Platform : We'll detail how our Care Services Platform allows you to
grow your business, by providing 24/7 phone support for intakes, scheduling and caregiver
visit monitoring.

❤

Step 4 — Finance & Validation: We'll dive deep into the business model to understand how
you'll penetrate your market, build market share and drive revenues through the Nurse Next
Door system. You'll speak with our Franchise Partners about their experiences and enlist their
help as you develop your ﬁnancial plan.

❤

Step 5 — Final Interview Day: This is the last and most fun part of the Discovery Process!
You'll get to meet the team at our HeartQuarters ofﬁce in Melbourne either in person or via
video conference.. They're caring people who create and sustain the joyful, energetic culture
that makes us one of the best places to work and a leader in the home care industry. You'll
see how we've developed our core values and placed them at the center of our business and,
of course, why our unique Care Services Centre makes the Nurse Next Door franchise
opportunity second to none in the industry.

❤ Step 6 — Franchise Agreement: If the ﬁt is right for you and us, congratulations! You're our
newest Nurse Next Door Franchise Partner! Now it's time to execute our agreements. When
you receive the Franchise Disclosure Document, a 14-day clock starts ticking. The Franchising
Code of Conduct mandates a two-week waiting period before you ﬁnalise your deal. We'll
deliver your completed agreements for the territory you selected, you'll sign the documents
and start the next chapter of your life!
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