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Welcome…



Overview

PURPOSE

• Provide Directors and Executives 
insight into Australia’s age services 
industry via an update on key 
trends, drivers and issues

STRUCTURE

• Industry Context

• Focus Areas

- Access 

- Funding 

- Quality

- Workforce

- Reputation

• Issues Arising / Critical Questions

• Closing Observations



Industry Context



Aged Care Reform in Australia…

Source: Report on the Inquiry into the Quality of Care in Residential Aged Care Facilities in Australia 

House of Representatives Standing Committee on Health, Aged Care and Sport (October 2018)

Australia’s ageing population poses a significant challenge to 
the Australian aged care system as it currently operates. 

Although change has been observed, and a focus on the 
consumer has emerged, there remains a need for reform. 



• ‘rising torrent of concern that the aged care system is faltering in certain 
areas of safety and quality and may not be fit for purpose’

• ‘we need to understand both what is wrong with it and what works well in 
order to understand the changes that need to be made in the aged care 
system’

• ‘examine existing policy, regulations and practices to consider reform and 
change to deliver better outcomes now and into the future’

• ‘important to recognize many positive examples of high quality care’

• RC is a once in a lifetime opportunity to come together as a nation to 
consider how we can create a better system of care for elderly Australians

Directions Hearing (Jan 2019)



Access



Access 

1997 = 2.237M (12%)

2007 = 2.736M (13%)

2017 = 3.794M (15%)

2027 = 5.180M (18%)

2037 = 6.461M (18%)

2047 = 7.466M (20%)

2.67M

(3%)



Access 

COTA State of the (older) 

Nation - 2018

• 20% of people age 50+ 

wanting to access age 

services experienced 

difficulties

• Top three difficulties 

were:

o 24% cost of 

services

o 19% long waiting 

lists

o 16% lack of 

services available Source: National Seniors Australia: You don’t know what you don’t 

know: September 2018

“The main problem with age 

services, you don’t know what you 

don’t know.  When a problem comes 

up, one is not too sure of where or 

how to obtain the right information”



Access 

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018

One Third of Australians over 70 access aged care services 

70% of Australians over 85 access aged care services



Access



Source - ACFA Report 2017

Access 

Previous 10 years = increase 6.4 places

Next 7 years = 11.8 places



Access: Residential care 



Access: Residential care 

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018

Reduction of 219 providers (20%) over seven years

NFP providers up 5% / FP providers down 5%



Access: Residential care 

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018

21 Operators / 773 Sites

61,552 places

572 Operators/Sites

43,040 places



Access: Residential care

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018

StewartBrown Survey 

94.9% (Dec 2018)

Peak Occupancy 

97.1% (2003/04)



Access: Home care 

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018

The number of older Australians who received services through a home 

care package in 2016-17 was 97,516 

(an increase of almost 10 per cent on 88,875 in 2015-16)



Access: Home care 

Source: LASA Summary of Home Care Packages Program Data Report: March 2019

  
Figure 6. Number of consumers on the national queue for a HCP who have either been assigned/not assigned an 

interim HCP for each quarter period ending 30 June 2017 to 31 December 2018. 



Access: Home Care

Source: Report of Government Services 2019: Aged Care Services

One Month or Less = 15%

One to Three Months = 30%

More than Three Months = 55% (?)



Access: Home care

Source: LASA Summary of Home Care Packages Program Data Report: March 2019

 
Figure 1. Number of HCP approvals and active HCPs being used by consumers for the period ending 31 March 2017 to 

31 December 2018. 



Access: Home Care 

Number of Providers and Services = static (2012-2016)

Number of Packages = 20,000 increase (2012-2016)

Source - ACFA Report 2017



Access: Seniors Housing 

Retirement Villages Facts

• Over 2,200 Retirement Villages 

across Australia 

• Accommodating over 184,000

seniors (55+ years)

• 97% of residents over 65.

• average age of new residents = 

75

• average age of current

residents = 81

• average tenure of residents = 8 

to 9 years

Source: 2018 PwC/Property Council Retirement Census



Access: Seniors Housing 

1. Safety First

2. Easy Ageing

3. On-site Maintenance

4. Access to medical services

McCrindle Baynes National 

Resident Survey 2018

Source: 2018 PwC/Property Council Retirement Census



Access: Seniors Housing

Source: 2018 PwC/Property Council Retirement Census



• Meeting the changing needs and 
expectations of older Australians

• Inability to adequately model 
demand and the impact of supply 
caps

• Better supporting informed choice 
and CDC 

• Continued residential care 
provider consolidation trend

• RACF occupancy trend (?)

• ‘ACAR changes’ impact analysis 
project 

• Resolving growing national queue 
in Home Care

• ‘ICHC’ implementation and 
competition issues

• 2020 and HCP/CHSP integration

Access: Issues Arising

CRITICAL QUESTIONS

• How do you accommodate / facilitate 

growing desire for consumer choice 

and changing expectations ?

• How is occupancy trending and what 

are your mitigation plans ?

• What are your current plans for 

refurbishment/new builds (funding, 

timing, design) ?

• Will your organisation be prepared 

for further CDC and/or uncapped 

supply?

• What are your plans for HC/CHSP 

defence/growth ?

• Have you considered ‘Continuum of 

Care’ model opportunities ?



Funding



Aged Care System in 2016/17

• Aged care system generated 
revenues of $22B

• Contribution to Australian GDP = 
Approx.1%

• Govt Spend = $17.1B

- $2.4B home support

- $1.6B home care

- $11.9B residential care

- $1.3B Other

• Consumer Contributions = $4.8B     
(excluding accommodation deposits)

Funding  

Source - ACFA Report 2018



Funding 

Source: Report of Government Services 2019: Aged Care Services



Funding

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018



Funding

Source: Faster Horses: Perceptions of the Aged Care Industry 2018

Agreement is 
strongest amongst 
those who are most 
involved with the 
industry – those aged 
60+ (74%), and those 
with a close relative 
receiving aged care 
services (72%). 



Funding

Source: National Seniors Australia: You don’t know what you don’t know: September 2018



Funding

Source: National Seniors Australia: You don’t know what you don’t know: September 2018



Funding: Residential care

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018

Average EBITDA margin over time = 11.2%

Average NPBT margin over time = 5.4%



Funding: Residential care 

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018

Average EBITDA margin over time = 11.2%

Average NPBT margin over time = 5.4%



Funding

Source: Stewart Brown Financial Survey Report (December 2018)



Funding

The model for operation and funding of aged care was 

designed at a time when the profile of the aged care sector 

was different.

Consumer needs and expectations have changed as people 

enter aged care at a later stage in life, often with higher 

medical needs, and the aged care model has not 

adequately responded. 



Funding: Residential care

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018



Funding – Home Care 

• Home Care providers 
received $1.85B in 
revenue

• Total expenses were 
$1.65B 

• Home Care profit = 
$201M

• Govt Spend = $1.5B

• Consumer contribution 
= $160M

• 75% of providers 
realized a net profit in 
2015/16

• Average EBITDA per 
consumer was $2,989 
($3,055 in 2015/16 = 
decrease 2%)Source - ACFA Report 2018

NFP EBITDA decreased by 2% 

FP EBITDA decreased by 10%

Govt EBITDA decreased by 33%



Funding: Home care 

Source: Stewart Brown Financial Survey Report (December 2018)



Funding: Home care

Source: Stewart Brown Financial Survey Report (December 2018)

ACFA considers that a review of policies concerning unspent funds and the 
implications for home care package funding is warranted. 

Source: Sixth report on the Funding and Financing of the Aged Care Sector July 2018



Funding: Seniors Housing

53% of villages recorded 

same or better sales in 

2017/18

Two Bedroom ILU national 

average price increased 

by 17% over 5 years

Source: 2018 PwC/Property Council Retirement Census



Funding: Seniors Housing 

Maximum DMF for 93% 

of villages is 36% or less

Source: 2018 PwC/Property Council Retirement Census

Only 21% of residents 

think a DMF is fair

Source: National Resident Survey 2018



• Managing cost/price squeeze, whilst 
maintaining quality in Residential Care

• Increasing number of facilities operating 
at a loss (but top/bottom quartile 
discrepancies)

• RAD/DAP trends in residential care

• Resource Use Classification Study and 
the end of ACFI (?)

• Increasing competition, declining 
profitability and pricing transparency 
reforms in Home Care

• Aged Care single line item in Budget (?)

• Unspent funds balances in Home Care 

• New Retirement Village 
contracts/business models emerging

• Sustainable funding for aged care 
system needed (Zimmerman and ACFA)

Funding: Issues Arising

CRITICAL QUESTIONS

• What is the impact of your financial 

performance on longer term viability 

and investment confidence 

• Business model:

• How are you managing price 

and cost decisions?

• ILU bus.model fit for purpose?

• What other revenue 

opportunities are available?

• What are your current plans for 

refurbishment/new builds (funding, 

timing, design)?

• What are successful providers doing 

(promotion, service mix, pricing, etc) 

and what can you learn?



Industry Overview:
Quality



Quality 

Source: ACCC annual report 2017/18

• 5,779 total complaints = 0.44% of all care recipients

• Early resolution achieved for 5,317 or 93% of complaints 

• 4,315 residential care complaints = 2.0% of total beds  



Quality: Residential Care

Source: AACQA Annual Report 2017/18

• 209 facilities on Timetable For Improvement (TFI)

• 72 Review Audits conducted 

• 61 findings of Serious Risk 

• 26 Notices of Decision to Impose Sanctions on 21 approved providers



Quality: Residential Care

Source: AACQA Consumer Experience Report 2017/18

• Outcome focused Consumer 
Experience Reporting (CER) 
introduced in 2017/18

• 15,000+ interviews 

• 1,100 residential care facilities

• Useful tool for providers / facilities / 
industry

• Ten outcome oriented questions

• Treated with respect

• Feel safe

• Needs met

• Staff follow up / explain things

• Quality of food

• Staff emotional support

• Staff knowledgeable and well run

• Independence encouraged



Quality: Residential Care 

Source: AACQA Consumer Experience Report 2017/18

• 97.8% say staff treat them with respect ‘most of the time’ or ‘always’

• 98.3% say that they feel safe ‘most of the time’ or ‘always’



Quality: Residential Care

Source: AACQA Consumer Experience Report 2017/18

• 16.03% say that they like the food served ‘some of the time’ or ‘none of 

the time’

• 15.63% responded ‘neutral’ and 3.25% ‘disagreed’ in response to having 

‘someone to talk to when feeling sad or worried



Quality: Residential Care

Source: AACQA Consumer Experience Report 2017/18

• 16.03% say that they like the food served ‘some of the time’ or ‘none of 

the time’

• 15.63% responded ‘neutral’ and 3.25% ‘disagreed’ in response to having 

‘someone to talk to when feeling sad or worried



Quality: Home Care

Source: AACQA Annual Report 2017/18

• 69 services on Timetable For Improvement (TFI)

• 23 services did not resolve ‘not met’ expected outcomes by end of the TFI

Source: Report of Government Services 2019: Aged Care Services



Quality: Seniors Housing

Source: National Resident Survey 2018

81% rated overall satisfaction with living in their village at 7 or higher 



Quality: Seniors Housing 

Below Expectations

1. Availability of 
on-site care

2. Access to 
Manager & 
other staff

3. Village 
maintenance



New Q&S Commission



New Quality Standards



New Quality Standards



• Implementing new Quality Standards 
from 1st July 2019

• Zimmerman Inquiry Recommendations

- Increased transparency to support 
choice

- Facility/service rating system

- Reporting framework: non-
compliance, complaints, reportable 
incidents

- Mandatory national quality indicators

• Changing consumer needs and 
expectations

• Strong consumer voices / activism 

• Use of consumer experience / feedback 
tools 

• New RV accreditation scheme and 
code-of-conduct

Quality: Issues Arising

CRITICAL QUESTIONS

• Are your quality systems & 

processes ‘fit for purpose’ (inc.new

quality standards) ? 

• Cost and impact of compliance in 

times of financial stress ?

• What will increased transparency 

mean for your business?

• Where is the consumer voice in your 

business and is there meaningful 

engagement ?

• Are you signed up to ARVAS and/or 

RV code of conduct ?

• How is quality assured at the 

governance level in your business?



Workforce



ACFA Report 2017

• Workforce is older than the national 
average

• RC workforce is getting younger (46yrs) 
with HC workforce getting older (52yrs)

• Predominantly female workforce (RC = 
87% and HC = 89%)

• Workforce is relatively stable (25% 14+ 
years in industry)

• Personal care workforce is more 
qualified than in 2012

• Some difficulty in recruiting 
appropriately qualified staff (skills 
shortages reported = RC - 66% and HC 
– 49%)

• 32% of residential care workforce born 
overseas

Workforce

Source - ACFA Report 2018



Workforce

Source: Developing Sustainable Career Pathways for Aged Care Workers: BCED Research Report no 13/18 April 2018

Aged care workers have high levels of job satisfaction but concerns regarding 

remuneration, time available to provide care and perception that aged care is 

not valued highly by the general community (ACFA Sixth Report – 2018)



Workforce

Australian Bureau of Statistics workforce data highlight aged care as one the 
nation’s fastest growing job markets. Yet evidence gathered through the 
course of the taskforce’s work suggests that there are considerable challenges 
within the industry



Workforce

Australian Bureau of Statistics workforce data highlight aged care as one the 
nation’s fastest growing job markets. Yet evidence gathered through the 
course of the taskforce’s work suggests that there are considerable challenges 
within the industry



67% of residential care 
facilities reported skills 
shortages in at least one 
direct care occupation, 
with RNs being the most 
common. 

Skills shortages are most 
common in remote areas. 

In home support and 
home care, 49% of 
services reported skills 
shortages.

Workforce

Source: Sixth report on the Funding and 

Financing of the Aged Care Sector July 2018



Workforce



Workforce Strategy



Workforce Strategy



• ‘the workforce faces significant workforce 
culture and operational barriers to 
change’ (Pollaers)

• Cumulative impact of change fatigue, 
scrutiny and stress = staff exiting 

• Public perception of aged care and 
impact on staff attraction

• Possible workforce competition with the 
disability sector 

• ‘Staff to Resident’ ratios in residential 
care (24 hour RNs – Zimmerman)

• Building skills and competency in RV / 
Seniors Housing on-site management 
and staff 

• Impact of innovation, technology and 
new models of care 

• Implementing the Workforce Strategy

Workforce: Issues Arising

CRITICAL QUESTIONS

• Is your approach to attract, retain 

and develop workforce working?

• What strategies do you have in place 

to support staff in times of scrutiny 

and change? 

• How are you redesigning work using 

innovation, technology and new 

skills?

• What is the alignment between your 

model/s of care; business model; and 

skills mix / contact hours / staff 

ratios? 

• Are you providing an outstanding 

employee experience? 



Reputation



Reputation



Reputation

This report, along with so many other inquiries and it 

is assumed the Royal Commission, has or will find 

major deficiencies within the aged care sector. 

It is vital that Australians of all generations can have 

confidence that Australia will provide high quality aged 

care that allows people to live in dignity and with 

appropriate medical care. 



Reputation 

Source: Faster Horses: Perceptions of the Aged Care Industry 2018

• Less than one in five 
Australians have a 
high degree of trust in 
the aged care 
industry.

• One in four with a 
family member 
receiving age services 
have a high degree of 
trust in the industry

• A third of respondents 
‘don’t know’



Reputation 

Source: Faster Horses: Perceptions of the Aged Care Industry 2018

• Only two in five 
Australians believe 
providers treat 
residents/clients with 
respect

• Only 50% with a 
family member 
receiving age services 
agree with statement



Reputation

Source: In A Nutshell – ‘Unchartered Waters’ – Ansell Strategic (2019)



INDUSTRY OUTCOME = a better aged care system

ORGANISATION OUTCOME = resilient and ready

1. Respond – to RC requests for information

2. Reflect – critically review your responses (outcomes & experiences / 
culture / governance / systems & processes / operating context and 
impacts on performance / etc)

3. Deliver – continue operations / continuous improvement

4. Future Ready – org.strategy / bus.infrastructure / workforce planning 
& core competencies / models of care / leadership & change 
management / culture & governance / transparency / stakeholder 
engagement / etc)

COMMUNICATE / COMMUNICATE / COMMUNICATE 

Reputation & RC



• Increased expectations and increased 
scrutiny

• Zimmerman Inquiry Recommendations 
and provider reputation

- Increased transparency to support 
choice

- Facility/service rating system

- Reporting framework: non-
compliance, complaints, reportable 
incidents

- Mandatory national quality indicators

• Strong consumer voices / activism 

• Third party rating tools and social 
media commentary

• New RV accreditation scheme and 
code-of-conduct

• Proposed aged care code of practice 

Reputation: Issues Arising

CRITICAL QUESTIONS

• Is your service offering aligned to 

consumer needs/expectations?

• Is your performance meeting 

consumer needs/expectations? 

• Do your brand attributes and 

value proposition resonate with 

consumers? 

• Are you prepared to respond 

if/when challenged publicly on 

quality and performance?

• Are you actively managing your 

service’s reputation 



Looking Forward



A strong voice & a helping hand…

• Keep up to date as our 
industry transforms

• Make informed 
decisions in times of 
change

• Have your say and 
make your voice heard

• Access expertise, 
support and services 
when you need  

• Realise value for 
money



Summary…

• “Aged Care is in transition TRANSFORMATION”

• Rise of the consumer - needs and expectations 
changing / information transparency / choice and 
reputation 

• Quality – ‘safety, health, well-being and quality of 
life of aged care consumers’

• World class quality requires world class resources 
($, people, systems)

• In a world where everything is changing, the 
biggest risk is standing still



‘The hallmark of a civilized society is how it treats its most vulnerable’

‘Frail and elderly members of our community deserve to and should 
be looked after in the best possible way’ 

‘We intend to do our best to see that it happens’

In closing…



Leading Age Services Australia (LASA)

is the national peak body representing all providers of age services

across residential care, home care and retirement living.

Thank You

ceo@lasa.asn.au


