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Healthcare
2030

Smart Industry Report:

Exploring progressive trends helping to 

reshape the future of aged care in Australia.

A special report from Westpac.
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A transformative  
outlook.

I’m delighted to 

welcome you to the 

second of Westpac’s 

Smart Industry 2030 

reports, a series with 

a future focus created 

to highlight how 

different industries are 

adapting in the fast-moving business 

environment and to explore next trends, 

opportunities and challenges.

As a leading Australian bank, Westpac 

has an ongoing focus on supporting 

Australia’s many industry sectors and, 

with the cracking pace of change 

today, we’re working even more 

closely with our commercial customers 

to understand their needs and the 

nuances of their specific industries. 

Our Smart Industry 2030 report series 

offers compelling insights from industry 

leaders, trailblazers and changemakers 

on what lies ahead. 

The first report examined, broadly, 

how new technologies are powering 

emerging industries – and what’s 

needed to help them thrive. Healthcare, 

of course, is one of those industries 

and it’s critical to Australia’s future 

wellbeing. Aged care is a particularly 

salient topic right now, due to the 

ongoing pressure of Australia’s 

increasingly ageing population and the 

timely announcement by the Federal 

Government of a Royal Commission to 

investigate requirements and standards, 

and to make recommendations for 

future best-practice for a sector already 

showing clear signs of strain. Getting 

aged care right is vital for everyone. 

After all, this sector impacts on the 

majority of Australians. 

Our ‘Smart Industry Report: Healthcare 

2030’ provides thought leadership and 

tangible examples from frontrunners 

in the aged care industry who are 

taking progressive and often inspiring 

approaches to improving the quality of 

life for older Australians. 

Westpac is committed to supporting 

the aged care industry and its quality 

operators who are creating dignity, 

choice and delivering real care to some 

of our most vulnerable citizens. 

As the bank works to strengthen 

communities and build Businesses of 

Tomorrow, this report presents some 

innovative solutions to tackle the 

challenges. It also aims to contribute 

to a positive prognosis for the industry 

and Australians generally. We hope it 

stimulates serious food for thought.

Foreword

“Getting aged care 
right is vital for 
everyone. After all, 
this sector impacts 
the majority of 
Australians.”
Jo Mullins, National Head of Industry  

Specialisation, Westpac Commercial Bank
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Meeting tomorrow’s 
challenges, today.

The quality of life for 

older Australians – how 

and where they live, 

and the standards 

of care provided to 

them – should be a 

front-of-mind topic 

for all Australians. 

The demographic shift to an older 

population is now well underway  

and, one way or another, it will touch  

all of us. 

On the face of it, the fact that so many 

of us are living longer should be a good 

news story. However, finding ways to 

fund and accommodate millions more 

older Australians is an issue that’s 

perplexing economists, policymakers 

and planners as the impacts are 

widespread, across business sectors, 

in government, not-for-profits and on 

individuals. There are fundamental 

challenges that must be addressed.

In the hot seat is the aged care industry 

itself. Faced with rapidly-growing 

demand, operators in this sector are 

charged with delivering quality care, 

choice and dignity to older Australians 

– but they are often strapped for 

resources. A rethink is urgently 

required. There is a need for new care 

models to meet consumer demand and 

regulatory standards (both present 

and future). The challenges facing aged 

care made it an obvious choice for this 

Smart Industry Report: Healthcare 

2030. In part this is because, while the 

industry confronts growing, onerous 

pressure to meet demand and deliver 

high quality care for older Australians, 

there are some emerging trailblazers in 

the sector who are also picking up the 

innovation challenge. 

In this report, we zoom in on some 

of these nimble operators within the 

aged care and seniors accommodation 

sector, who are already working 

towards the future and ever-changing 

needs of a growing demographic 

of older Australians. You’ll meet the 

pioneers embracing sustainable care 

models and new technologies. We also 

profile some clever tech companies 

that are improving quality of life and 

care for elderly residents, and explore 

some global cues for better-practice  

aged care.

At Westpac, we’re keen to support 

innovation in aged care as the  

industry moves into its next phase.  

It’s about building better tomorrows  

for Australians at every stage of life.  

I hope you enjoy these insights and  

look forward to your feedback. 

Welcome

“There is a need for new 
care models to meet 
consumer demand and 
regulatory standards,  
both present and future.”
Louise McCann, National Head of Healthcare,  

Westpac Commercial Bank
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By 2056 an estimated one in four Australians 
will be aged 65+ and almost two million of 
them will be older than 85. 

The country’s aged care industry 

is growing in line with the older 

population. It is valued at more than 

A$20 billion and employs more than 

224,000 staff across more than 1800 

businesses. 

The sector is also under a dark cloud 

due to recent disturbing revelations 

of abuse in a number of care facilities, 

which prompted the establishment of 

a Royal Commission into Aged Care 

Quality and Safety in October 2018.

The terms of reference for the Royal 

Commission identify ‘dignity, choice 

and control’ as indicators of quality 

aged care. If these factors are currently 

lacking in the sector, how might they be 

safeguarded and upheld? What might 

quality aged care look like in the future? 

The answer may be found in a number 

of progressive trends that look set to 

shape aged care in Australia – from 

emerging models of care that empower 

consumer choice, to innovative 

technologies that aim to improve the 

lives of the ageing population. The 

sector has also been transforming in 

Shaping the future.

recent years due to a growing market 

for in-home care and a generational 

shift. However, it must navigate a 

complex regulatory environment if it  

is to foster innovation.

Marcus Riley, immediate past Chair of 

educational and charitable organisation 

the Global Ageing Network and CEO of 

BallyCara, a not-for-profit organisation 

providing aged care services in South 

East Queensland and the northern 

suburbs of Melbourne, says that for the 

sector to meet the needs of our ageing 

population, it must expand its view 

of ageing and narrow its focus on the 

individual. 

“The breadth of ageing touches all 

manner of elements in society,” he says. 

“We need to have a more coordinated 

vision of what ageing looks like. What 

is its impact on housing, economic 

policy, employment and training? To 

foster the optimal health and wellbeing 

of older Australians, the first step is to 

take a broader view. Aged care is an 

important element of ageing, but it 

must not be considered in isolation.”

Introduction Australian Aged Care

Industry snapshot

Aged Care industry value:

A$20 billion

By 20562:

In 20181:

Number of  

Aged Care
businesses:

1800

Number of  

people employed
in Aged Care:  

224,000

SOURCES: 1. Project Resource Partners, https://www.projectresourcepartners.com.au/blog/2018/2/13/ 
get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1 

2. Australian Bureau of Statistics, http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20 
Release12006%20to%202101?opendocument&tabname=Summary&prodno=3222.0&issue=2006%20to%202101&num=&view=

1 in 4 
Australians 
will be 65+

2 million 
Australians 
will be 85+

Caring for more than 270,000 
elderly and disabled Australians.

https://agedcare.royalcommission.gov.au/Pages/Terms-of-reference.aspx
http://globalageing.org
https://www.ballycara.com
https://www.projectresourcepartners.com.au/blog/2018/2/13/get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1
https://www.projectresourcepartners.com.au/blog/2018/2/13/get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1
http://www.abs.gov.au/ausstats/abs@.nsf/mediareleasesbyTopic/2CA2134677EF9D03CA257C2E0017283B?OpenDocument
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?open
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?open
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Meeting  
diverse needs.
In 2011, Australia reached a significant 
demographic turning point when 5.5 million 
culture-changing Baby Boomers began to turn 65. 

Towards 2030

This generation is accustomed to 

having more choice, and recent reforms 

to aged care packages aim to deliver 

this. From February 2017, all home 

care packages have been provided 

to individual consumers, rather than 

awarded to approved providers under 

the former allocation process.  

Overcoming 
complexity
The age of admission to residential 

aged care is also increasing – 83 years 

is the current average – and survey data 

from the Productivity Commission’s 

latest Housing Decisions of Older 

Australians report shows that 83 per 

cent of Australians aged 60 years and 

over wish to age at home for as long as 

is practical. While consumer-directed 

care may assist with this, greater 

choice is also creating complexity. The 

Government’s My Aged Care phone 

line and website is the key information 

source for relevant services. 

However, aged care experts and 

consumer groups have noted its 

limitations. 

“Consumer-directed care is the 

right way to go. Ultimately 

it should be coming into 

residential aged care as well.”
Marcus Riley, CEO BallyCara

Diversity matters 

Australia’s older population represents 

a diverse group of individuals with 

varying wants and needs:

SOURCE: Australia’s Aged Care Diversity Framework  

https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/12_2017/aged_care_diversity_framework.pdf

36%+ were  
born outside  
of Australia.

1 in 3 
were born in  
a non-English  
speaking country. 

More than 
80% report 

an affiliation 
to a religion  

of some kind.

More than 100,000 older people 
are from Aboriginal and Torres 

Strait Islander communities. 

More than 1 in 10 live 
in regional, rural and 
remote communities. 

“Consumer-directed care is the right 

way to go,” says Riley. “Ultimately, it 

should be coming into residential aged 

care as well. However, the system itself 

is difficult to navigate and we’ve seen 

people not trust resources such as 

My Aged Care and find it difficult to 

engage with. Consequently, they are 

often making decisions without the 

necessary information.” 

Even tech savvy people find My Aged 

Care hard to use and it’s creating a 

barrier for more diverse groups across 

the country, he claims. 

https://www.pc.gov.au/research/completed/housing-decisions-older-australians
https://www.pc.gov.au/research/completed/housing-decisions-older-australians
https://www.myagedcare.gov.au
https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/12_2017/aged_care_diversity_framework.pdf
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Improving 
information
Henry Pan, honorary Executive Director 

of Chinese Australian Services 

Society Ltd., known commonly in the 

community by its brand name CASS, 

spots numerous roadblocks to people 

of culturally and linguistically diverse 

(CALD) backgrounds accessing care. 

“The most obvious one is the language 

barrier, which can make informed 

choices very difficult,” he says.

“While consumer-directed care has 

given people more choice, how can 

they actually choose the right service 

provider? Unless they can get a direct 

recommendation, they don’t really 

know what they’re getting.

”Service providers need to change the 

way they market themselves to make 

their services clearer,” adds Pan. 

“Government also needs to provide 

more information and more incentives 

to attract organisations to become 

service providers, so that the market 

opens up and becomes more 

competitive.”

A number of platforms have been 

developed to empower older 

Australians in their choices. CarePage, 

for example, was the first online 

reviews website in Australia, similar 

to TripAdvisor – in nine different 

languages – for aged care facilities, 

retirement villages and home-care 

services. 

Founded in 2014 by former aged care 

registered nurse Lauren Todorovic, 

CarePage also provides a revolutionary, 

aged-care specific data collection 

and analytics tool that was developed 

to give aged care providers tangible 

evidence of the customer and employee 

experience in real time. 

“The industry is still grappling with the 

separation between compliance and 

service in this sector, and 

understanding the government’s role 

versus the role of private enterprise.  

 

“At CarePage we do understand this 

and we work hard to support 

consumers through this maze, but also 

serve providers as best as possible in 

helping them pivot towards providing a 

customer-centric service,” says 

Todorovic, who also heads the 

Melbourne chapter of  

Ageing 2.0, a global network that 

supports start-ups in the sector.  
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Towards 2030
Meeting diverse needs

“Service providers need to change 

the way they market themselves 

to make their services clearer.”
Henry Pan OAM, CASS

https://www.casscare.org.au
https://www.casscare.org.au
https://carepage.com.au
https://www.aging2.com
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The CarePage apps allow customers 

to provide feedback throughout their 

entire customer journey, she explains. 

“Being equipped with this level of 

information allows organisations 

to identify and assess their own 

operational deficiencies, paving the way 

for the implementation of improvement 

plans that are based on factual data, 

rather than anecdotal feedback on 

operational processes within an aged  

care setting.” 

Connecting 
communities 

Online platform Mable (formerly 

Better Caring) also aims to deliver 

transparency and choice for people 

who are ageing, or living with a 

disability, by helping to connect 

them with independent support 

workers, nurses and therapists in local 

communities across Australia.

“We’re all about connecting diverse 

people in diverse communities through 

one platform, safely, efficiently and 

transparently,” says Mable founder 

Peter Scutt, a former venture capitalist 

who launched his company in 2013 

after experiencing the complexity of 

his parents’ access to home care in 

regional NSW. 

“Traditional models have often placed 

large, hierarchical organisations in 

between aged care workers and 

consumers and I think that’s not 

sustainable,” adds Scutt. 

“Our model brings people together 

based on mutual choice. That direct 

connection is not only empowering 

for both sides, it also generates a 

productivity gain that is very significant 

and that can be shared by consumers, 

workers and government.”

“Our model brings people 

together based on mutual 

choice. That direct connection 

is not only empowering for 

both sides, it also generates 

significant productivity gains.”
Peter Scutt, founder, Mable

Towards 2030
Meeting diverse needs

https://mable.com.au
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Chinese Australian 
Services Society
Interviewees: Maria Cheng,  

Chief Operations Manager,  

and Henry Pan OAM, honorary 

Executive Director

CASS was established in 1981, initially 

providing childcare only. From 2002 it 

began to provide support and services 

to people of all ages from culturally 

and linguistically diverse backgrounds, 

particularly those from East Asian 

countries. More than 2,800 families now 

access its services each week. 

CASS employs 130 in-home care 

workers and, in February 2015, 

commenced its 63-bed Residential 

Aged Care Facility in Campsie, NSW. It 

also has a childcare centre onsite, which 

allows it to foster intergenerational 

interaction between children and 

seniors. 

The CASS Residential Aged Care 

Facility employs 65 workers. Maria 

Cheng, CASS’ Chief Operations 

Manager, says that while the 

organisation has no problem retaining 

staff, finding them is a challenge. 

“While the whole industry is facing 

the problem of a limited supply and an 

ageing workforce, we need workers 

with additional skills, such as an ability 

to speak more than one dialect, as well 

as spoken and written English.”

CASS honorary Executive Director 

Henry Pan says its facilities help to meet 

a vital need among Australia’s ageing 

CALD community. 

“Older CALD people who need to go 

into residential care naturally want to be 

able to speak their own language and 

to feel comfortable with the activities 

and atmosphere meeting their cultural 

needs provided by the facility,” he says. 

“However, supply of these facilities is 

very short. 

“We also provide translation of 

information about services and 

homecare packages and assist with 

home visits for people with high-level 

needs, but currently we don’t have  

the resources to help those with lower-

level needs.”

Case study #1: 
Fostering cultural differences.

Towards 2030
Meeting diverse needs
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In 2017–18, combined federal and 

state governments spent around A$18 

billion on aged care. Approximately 

67 per cent of this went towards 

residential aged care, and almost 

three in five residential aged care 

facilities are managed by not-for-profit 

organisations.

Results of the latest Aged Care 

Financial Performance Survey from 

accounting firm StewartBrown reveal a 

continued decline in profitability in both 

residential and home-care segments. 

Average Earnings Before Tax for 

residential facilities fell by A$2,420 

per bed per annum in FY18 to A$816, 

while revenue per client day for average 

home-care package providers dropped 

by 6.1 per cent to A$4.48. 

Ciaran Foley, CEO of Allambie Heights 

Village Ltd., retirement villages and 

residential aged care facility located 

on Sydney’s Northern Beaches, says 

greater consumer contributions offer 

a solution to financial strain across the 

sector.  

Partnerships  
and collaboration.

“We have had somewhere in the 

region of A$3 billion removed from our 

industry by government over the past 

five years and we also have A$33 billion 

of capital investment that’s needed over 

the next 10 years to build our residential 

aged care facilities,” he says. 

“Where is that money going to come 

from? It can’t all come from the private 

sector. It may be a provocative issue, 

but when we look at people providing 

for their retirement, I believe there 

needs to be an additional phase for 

planning for their level of aged care 

needs,” adds Foley. “We need a public-

private-consumer partnership. It’s a 

conversation that’s not really on the 

agenda because it’s a difficult one for 

customers to grasp. 

“We’re very good at planning for our 

retirement and we have an excellent 

superannuation system in Australia, 

however few of us really understand the 

levels of quality care we will need for 

our final few years. If we want it, we’re 

going to have to pay for it. The taxpayer 

will not be able to pick up the tab.” 

Towards 2030 Aged Care financial 

performance, FY18

SOURCE: StewartBrown Aged Care Financial Performance Survey June 2018 

http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-released 

The aged care sector is experiencing 
significant strain as a record number  
of people grow old together.

Financial performance in residential  
and home care package segments  

shows significant deterioration:

Between FY17 and FY18, costs are up and revenues 
are down, affecting the delivery of services:

45% of residential facilities 
reported an operating deficit

(FY18 earnings before tax, up from 34% in FY17) 

21% of residential facilities  
operated at a cash loss

(FY18 earnings before interest, taxation, depreciation, 

amortisation and rent, up from 14% in FY2017) 

Staffing hours  

per resident  

per day

Increased to  
3.06 hours 

from 2.91 hours, 

with no additional 

funding revenue

Direct service  

costs per client  

per day

Increased  
by $1.30

Home care  

revenue per  

client per day

Decreased  
by 6.1% 

https://gen-agedcaredata.gov.au/Topics/Government-spending-on-aged-care
https://gen-agedcaredata.gov.au/Topics/Government-spending-on-aged-care
https://www.aihw.gov.au/reports-data/health-welfare-services/aged-care/overview
http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-released
http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-released
http://www.alhvillage.com.au
http://www.alhvillage.com.au
http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-rel
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Scope for diversity 
Nicki Doyle, a Partner in KPMG’s 

Health, Ageing and Human Services 

Sector in Sydney, says the aged care 

sector requires a greater diversity in 

approach to meet the individual needs 

of consumers. “I believe government 

will always remain the primary funder 

of aged care,” she says. “If government 

structures its regulations the right way, 

it should give aged care providers 

greater scope to innovate and respond 

much more quickly to market needs.”

Aged care represents potential for 

social impact investments made with 

the intention of generating measurable 

social and environmental outcomes, but 

growth is yet to occur, Doyle adds. “I 

do expect to see growth in the future, 

however my concern is that [potential 

investors] may be unduly influenced by 

current media surrounding quality of 

care and services.”

Attracting aged  
care workers
The aged care sector is already 

experiencing a critical shortage of 

workers and is expected to require 

around one million staff by 2050 to 

cope with the increase of Australia’s 

ageing population. 

The Federal Government recently 

released its A Matter of Care – 

Australia’s Aged Care Workforce 

Strategy, which includes a series of 

proposed actions and industry tools to 

address the skills shortage and improve 

the quality of aged care. These include 

reframing the qualification and skills 

framework and defining new career 

pathways.

For organisations such as Allambie 

Heights Village Ltd., upskilling and 

retention of staff is crucial. The village 

creates its own training packages and 

brings in trainers. “We support staff to 

attend TAFE and to consider going to 

university,” says Foley. “We ensure our 

staff are paid above the award rate and 

monitor performance and we give gifts, 

which are sometimes financial, to staff 

who are doing a stand-out job.”

Foley adds greater flexibility is required 

to ensure the engagement of older aged 

care workers. “We’ll also need to look 

at how we can create internships and 

partnerships and engage with school 

students to get people in young.”

Towards 2030
Partnerships and collaboration

“If government structures its 

regulations the right way, it 

should give aged care providers 

greater scope to innovate and 

respond much more quickly  

to market needs.”
Nicki Doyle, Partner, KPMG’s Health,  

Ageing and Human Services Sector
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https://home.kpmg/au/en/home/contacts/d/nicki-doyle.html
https://home.kpmg/au/en/home/contacts/d/nicki-doyle.html
https://home.kpmg/au/en/home/contacts/d/nicki-doyle.html
https://www.agedcareguide.com.au/talking-aged-care/partnerships-could-pave-the-way-for-aged-care
https://apo.org.au/node/192246
https://apo.org.au/node/192246
https://apo.org.au/node/192246
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Consideration is required beyond the 

residential environment to ensure 

our communities are designed for 

equitable access. How can social and 

intergenerational links be maintained? 

How can older Australians best exercise 

their right to choose their aged care 

services?

Designed for life
The design of our communities, houses 

and retirement villages will play an 

important role in how well we age in 

our own environments.

Students at University of Wollongong 

and TAFE NSW are rising to the 

challenge. Their Desert Rose house 

(pictured right), designed with input 

from local aged care providers and 

Dementia Training Australia, uses 

technology and design to improve the 

quality of life for people with dementia 

and aged-related disabilities. 

The house features digital taps 

with automatic ‘off’ functions and 

Facilitating choice 
and flexibility.

temperature controls to prevent 

scalding. It is designed for easy 

navigation with wider doors that 

accommodate wheelchairs, scooters 

and hospital beds for in-home care. 

Technology enables mobile control of 

the house, allowing extended family to 

monitor appliances – and the house is 

designed to produce more energy than 

it uses.

Towards 2030

As Australia’s older population grows, new 
models of care will be required to ensure  
people are adequately supported at home.
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“We need greater 

collaboration with the 

architecture and design 

community.” 
Ciaran Foley, CEO, Allambie Heights  

Village Ltd.

“We need greater collaboration with 

the architecture and design community 

and keep challenging them to think not 

only about residential aged care but 

every single apartment building in our 

communities,” says Allambie Heights 

Village Ltd. CEO Foley. 

Desert Rose house is designed 

to improve the quality of life for 

people living with dementia.

http://desertrosehouse.com.au
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Intergenerational 
care
New models of aged care are also 

emerging to promote greater inclusion 

in community life. 

Researchers from Griffith University are 

investigating the benefits of bringing 

society’s oldest and youngest members 

together. 

Its two-year Intergenerational Project, 

funded by Dementia and Aged Care 

Services (DACS), began in June 

2017. It aims to evaluate models of 

intergenerational programs within aged 

care settings for older people and those 

aged 3-5 years. 

CASS, which has a childcare centre 

co-located with its aged care facility, is 

among the project’s four research sites.  

Dr Xanthe Golenko, who manages 

the Intergenerational Care Project 

at Griffith University, notes 

intergenerational care programs, 

while popular in the US and UK, are 

in their infancy in Australia. “We’re 

keen to explore it further here and to 

look at economic benefits, because 

for governments to fund and invest in 

it, and for industry to take it on as a 

business strategy, we need evidence. 

“We’re also looking at workforce 

development and the recognition of 

qualifications in the intergenerational 

practice.”

Towards 2030  

Facilitating choice and flexibility
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“The older people are enjoying 

interacting with the children 

and the children view them 

as their friends. Everyone is 

enjoying the experience.” 
Dr Xanthe Golenko, Project Manager,  

Intergenerational Care Project, Griffith University

Intergenerational learning sessions 

among the trial sites cater for young 

and old. “For people with cognitive 

decline and for young children, we look 

at sensory, repetitive and rhythmic 

activities,” says Golenko. 

“Singing and music are really important, 

as well as engaging other senses 

through different textures and sounds.”

Although data is still being collected, 

Golenko says benefits to both 

generations have been observed. “The 

older people are enjoying interacting 

with the children and the children view 

them as their friends. Everyone is 

enjoying the experience.” 

https://app.secure.griffith.edu.au/news/2018/09/04/a-new-project-shows-combining-childcare-and-aged-care-has-social-and-economic-benefits/
https://agedcare.health.gov.au/dementia-and-aged-care-services-fund-dacs
https://agedcare.health.gov.au/dementia-and-aged-care-services-fund-dacs
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Towards 2030  

Facilitating choice and flexibility

New platforms 
promote choice
Aged care and disability support 

reforms have shifted power from 

the provider to the consumer. Mable 

founder Scutt believes care and 

support workers also have more control 

under the new model but says they 

“don’t quite get this yet”. 

“Workers have spent so long not feeling 

valued,” he says. “But now that the 

consumer has the power, workers have 

options they’ve never had in the past. 

Platforms like Mable allow them to run 

a small business and to decide what 

service to offer.”

Mable, which received the ‘Company 

to Watch’ award at the 2018 Australian 

Growth Company Awards, has more 

than 68,000 people signed up to its 

website and is recording a compound 

growth of 10 per cent monthly. Mable 

recently closed a large capital raise.

Independent workers require recent 

police checks, references and relevant 

industry qualifications and provide 

assistance with domestic help, social 

interaction and health care. 

“Another quality layer is that consumers 

can rate and review their experiences 

to help other people make the right 

choice,” says Scutt. “It’s an incredibly 

powerful layer of accountability and it’s 

very transparent.”

Brisbane-based Home Healthcare 

startup Five Good Friends is another 

company using technology to connect 

people with home care services 

helpers, while allowing the other family 

members to monitor care hours and 

services. Leveraging its proprietary 

Remote Care Monitoring technology, 

Lookout, they are able to provide 

proactive and early intervention, 

ensuring people can stay in their home 

longer. The company recently raised 

a further A$5 million to expand its 

platform, which currently delivers over 

6,000 monitored in-home visits per 

month across Australia. 

“Models like Mable really resonate with 

what consumers are looking for, which 

is an ability to live independently at 

home and in their community, with 

choice, control and dignity,” says Scutt.

“Consumers can rate and review 

their experiences to help other 

people make the right choice. 

It’s an incredibly powerful  

layer of accountability and  

it’s very transparent.”
Peter Scutt, founder, Mable

https://mable.com.au
https://www.fivegoodfriends.com.au
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Japan
Home to the world’s oldest population, 

Japan views ageing as a social 

concern, and in 2000 its long-term 

care insurance (LTCI) was introduced 

to provide cover to all those over the 

age of 65. It is funded by general tax 

revenue, plus a 1-2 per cent income tax 

levy paid by those aged over 40. 

A care manager advises on how 

individual needs may be met based on 

an allocated budget and a knowledge 

of local service providers for what is 

predominantly community-based care. 

State-owned Japan Post also provides a 

service whereby its employees visit the 

elderly to check on them on behalf of 

family members. 

In 2015, the postal service deployed 

IBM’s data-analytics technology and 

Apple’s iPads so older people can order 

items from local stores for delivery by 

the postal workers. 

Looking to global  
models of care.

The Netherlands
Neighbourhood care by Buurtzorg 

Nederland has attracted global interest 

for the use of self-governing nurse  

teams for home-care. Developed a 

decade ago by nurse, Jos de Blok, the 

system deploys teams of up to 12 nurses 

who are responsible for between 40 and 

60 people within a particular area. 

There are now around 900 teams 

in the Netherlands and the principle 

underpinning the model is that the nurse 

acts as a ‘health coach’ for the individual 

and their family, emphasising preventive 

health measures while delivering 

necessary care. Nurses must spend 

at least 61 per cent of their time with 

patients and are supported by technology 

that facilitates real-time information. 

According to the World Health 

Organisation, Buurtzorg has enabled  

the Dutch healthcare system to reduce 

costs by around 40 per cent, while the 

time it takes to administer care has  

fallen by half. 

Towards 2030

As Australia continues to plan for the future 
of its ageing population, inspiration may be 
drawn from innovative global leaders. 
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https://www.buurtzorg.com
https://www.buurtzorg.com
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United States
‘Naturally occurring residential 

communities’ describes communities 

with a high concentration of older 

residents and is now a growing 

movement across the US. 

It began more than 15 years ago when 

Boston’s Beacon Hill Village was 

founded by a group of old friends who 

wished to remain actively engaged in 

their own neighbourhood. 

The village is governed by members 

who engage expert staff, service 

providers, volunteers and strategic 

partners to provide support. 

Across the US, there are now more than 

200 of these virtual villages supported 

by the national Village to Village 

Network, which provides guidance, 

resources and support to help 

communities establish and maintain 

their villages. 

The model has spread to Australia. 

Waverton Hub in northern Sydney, for 

example, is the first of its kind in the 

country. KPMG’s Doyle believes the 

movement will grow in Australia as the 

baby boomers continue to age. 

Towards 2030  

Looking to global models of care

The ‘virtual village’ model has 

already spread to Australia. 

Waverton Hub in northern 

Sydney is the first of its kind 

in the country.

https://www.beaconhillvillage.org
http://wavertonhub.com.au
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While high standards of quality must be 

maintained, aged care providers also 

require flexibility to meet the diverse 

needs of older Australians. From 1 July 

2019, the Single Quality Framework 

will be introduced across aged care 

programs to replace the four sets of 

standards currently covering residential 

care, home care, Aboriginal flexible 

care and transition care.

KPMG’s Doyle says that while the 

new standards may provide greater 

flexibility for aged care organisations, 

they remain untested. “We also have 

a Royal Commission, which I believe 

will result in additional overlays from a 

regulatory perspective. This may stifle 

innovation and make the sector very 

uniform. When you look at older people 

they are, of course, not uniform. It’s vital 

that we have a base level for quality, but 

each organisation must be able to work 

out the areas in which they can go over 

and above them.” 

Allambie Heights Village Ltd. CEO Foley 

believes the industry is already over 

regulated. “A Royal Commission allows 

Striking the right  
regulatory balance.

the government and its departments 

to pass accountability when there are 

already regulatory and audit processes 

in place if they are properly used and 

invoked,” he says. 

Towards 2030

New models require new regulations, but industry 
experts stress there must be a balance between  
red tape, patient wellbeing and innovation. 
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“It’s vital that we have a 

base level for quality, but 

each organisation must 

be able to work out areas 

in which they can go over 

and above them.”
Nicki Doyle, Partner, KPMG’s Health,  

Ageing and Human Service

“I can count 24 regulatory, audit and 

reporting processes in which we have 

been involved that cut across federal, 

state, council and other authorities. It’s 

expensive for everyone and it begs the 

question, when things go wrong, how 

can regulatory bodies get it so wrong 

when it’s their job to regulate the 

industry?” 

https://agedcare.health.gov.au/quality/single-quality-framework-focus-on-consumers
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Breaking  
down barriers
Former Global Ageing Network chair 

Riley believes regulations stand in the 

way of customer-provider partnerships. 

“We’ve got consumers who want 

certain things and providers who, by 

and large, want to provide them,” he 

says. “The problem is that government 

departments sit in between them, 

creating inflexibility in terms of what 

people can access and where. 

“Obviously, government should be 

playing a role in monitoring standards, 

but if we can better foster a partnership 

between consumer and provider, no 

matter what shape or form the provider 

might come in, we’re going to empower 

more older Australians to have choice. 

“The focus must be much more 

individualised so that personal 

preferences, capabilities and passions 

are driving what care and support 

is delivered, and how it’s delivered,” 

adds Riley. “And that’s what should be 

measured from a regulatory monitoring 

point of view. 

“The aged care system itself must 

also have a much greater focus on 

wellbeing, on preventative health and 

on restorative care.”
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“If we can better foster a 

partnership between consumer 

and provider, no matter what 

shape or form the provider 

might come in, we’re going 

to empower more older 

Australians to have a choice.”
Marcus Riley, CEO BallyCara

Towards 2030  

Striking the right regulatory balance
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It’s providing so many solutions for 

aged care that a recent New York Times 

article declared baby boomers to be 

the hottest start-up market.

Some providers are at the forefront. 

Community-based seniors lifestyle 

and care provider IRT Group, for 

example, is trialling driverless car 

technology at its IRT Kangara Waters 

retirement village in Canberra. It has 

also trialled an award-winning tablet 

app that gave residents at one of 

its retirement villages the chance to 

learn the technology and use it for 

communicating with family and friends, 

as well as accessing entertainment 

online and participating in IRT surveys 

in real time.

Technology has also enhanced the 

operations and service offering at 

Allambie Heights Village Ltd. “It 

will lead to greater efficiency and 

diminishing errors in everything we do 

and, more specifically, allow staff to 

spend more person-to-person hours 

with our residents,” says CEO Foley.

Technology driving 
transformation.

Allambie Heights Village Ltd. is one 

of 30 residential aged care facility 

clients across Australia – where more 

than 20,000 clinical assessments have 

been completed – using the world’s 

Towards 2030

Technology has the potential to enhance  
the lives of older Australians by transforming 
how they receive services and support.

“It will lead to greater 

efficiency and diminishing 

errors in everything we do.”
Ciaran Foley, CEO, Allambie Heights Village Ltd.

first pain assessment app, PainChek, 

It gives a voice to people with 

advanced dementia, as well as others 

who are living with pain but cannot 

communicate it through speech.

Developed by Professor Jeff Hughes 

from Curtin University’s School of 

Pharmacy and Biomedical Sciences, 

PainChek uses facial recognition and a 

42-point pain scale to help healthcare 

professionals and family members 

decipher pain levels and respond 

accordingly. 
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PainChek is an app that 

gives voice to people with 

advanced dementia.

https://www.irt.org.au
https://www.painchek.com
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“Our staff are noticing an improvement 

in contentment and wellbeing among 

residents,” says Foley. ‘It’s a fantastic 

development for the aged care 

industry.”

Organisations such as Ageing 2.0  

provide platforms for start-ups to  

showcase the latest developments. 

Over the past six years, it has hosted 

more than 550 tech conferences and 

events globally, and its accelerator 

program provides start-ups with access 

to mentors, advice and a panel of older 

consumers in exchange for an equity 

stake. Ageing 2.0 also runs the Global 

Startup Search program to find the best 

start-ups in ageing. 

Melbourne-based health technology 

company Sleeptite, in collaboration 

with RMIT University and bedding 

manufacturer Sleepeezee Australia, 

was recently awarded a A$1.7 million 

Federal Government Cooperative 

Research Centre Projects grant to 

research, develop and test its non-

invasive monitoring technology. Sitting 

at the centre of the technology are 

extremely flexible biometric sensors 

that are integrated into bedding 

materials. These sensors will be used as 

a tool by aged care nurses and carers to 

provide real-time health and wellbeing 

information on aged care residents in 

a respectful and dignified manner – 

ensuring they also receive a safe and 

uninterrupted night’s sleep. Although 

still in the development phase, the 

Sleeptite sensors will eventually monitor 

if a resident is in or out of bed, along 

with their breathing and vital signs.

Meanwhile, Latrobe University 

researchers have successfully trialled 

Matilda, a communication robot with 

human-like characteristics that can 

talk, sing, dance, play games, tell the 

weather and read the newspaper to 

older people with mild dementia in 

residential aged care and home-based 

settings. Designed for social interaction, 

Matilda can also make phone calls and 

provide reminders about social events 

and health activities. Elderly clients 

communicate with the robot via face, 

voice commands or a touch panel. 

CarePage’s Todorovic notes that while 

there are many innovative technologies 

to assist with aged care, many start-ups 

struggle to find aged care providers 

willing to test developments. “We 

need more emphasis on bringing older 

consumers in at the early stages to help 

with testing, so they can be part of that 

journey and be almost part of the  

co-design.”

Towards 2030  

Technology driving transformation

Latrobe University researchers 

have successfully trialled 

Matilda, a communication robot 

with human-like characteristics  

that talk to older people  

with mild dementia. 
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Latrobe University’s 

communication robot, 

Matilda, is designed for 

social interaction.

https://www.aging2.com
https://www.sleeptite.com.au
https://www.latrobe.edu.au/reccsi/public-activities/robots-in-aged-care
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Allambie  
Heights Village Ltd.
Interviewee: Ciaran Foley, CEO

Allambie Heights Village Ltd. has 

embraced technology to improve its 

aged care services. 

In addition to apps such as PainChek, 

it has invested in software to monitor 

government funding and to increase 

efficiency and reduce errors when 

administering medication. 

Operating since 1966, Allambie Heights 

Village Ltd. employs 50 people and has 

42 residents in its residential aged care 

facility, which opened in 1996.

“Technology is a welcome 

advancement in our service offering,” 

says Foley. “Going forward, it will 

help us via sensors to regulate room 

temperatures, for example. It will also 

play a greater role in how we design 

and plan our residential care buildings.”

While technology plays an increasing 

role, Foley says the focus must always 

remain on the consumers. 

Case study #2: 
The role of tech. 

“People first,” he says. “Everything else 

comes second. We need a values-driven 

form of care in Australia. If we get the 

respect and dignity right, everything 

else will follow.”
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Towards 2030  

Technology driving transformation

“People first. Everything else 

comes second. We need a 

values-driven form of care 

in Australia. If we get the 

respect and dignity right, 

everything else will follow.”
Ciaran Foley, CEO, Allambie Heights Village Ltd.
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Aged care is undergoing significant 

change and, while the growing ageing 

population presents challenges, 

emerging trends point to a number  

of opportunities for the sector.  

New models of care seek to empower 

consumer choice, innovative 

technology looks set to improve the 

lives of older people and new workforce 

strategies aim to address the industry’s 

critical shortage of workers. 

However, if aged care is to meet the 

diverse needs of older Australians 

effectively, a balance must be struck 

between regulation, innovation and 

patient wellbeing. 

Industry experts express concern that 

the Royal Commission may result in 

additional regulatory overlays that 

stymie innovation and flexibility.

Louise McCann, National Head of 

Healthcare, Westpac Commercial 

Banking says progressive leaders in 

the sector are playing a vital role in 

supporting our ageing population. 

“We aim to help the industry achieve its 

aim of global best practice,” she says. 

“As a bank with a broad connection 

with pioneering companies, we can also 

Towards 2030

Conclusion:  
Towards a better future.
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link aged-care providers with those that 

are driving innovation.” 

“While the Royal Commission will shed 

further light on the industry, we will 

continue to help our customers that 

deliver a valuable blend of compassion 

and innovation across the sector and, 

in so doing, assist all Australians to age 

with dignity, choice and control.”

“We will continue to 

help our customers that 

deliver a valuable blend of 

compassion and innovation 

across the sector and, in so 

doing, assist all Australians 

to age with dignity, choice 

and control.”
Louise McCann, National Head of  

Healthcare, Westpac Commercial Bank
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Towards 2030

List of data sources, in order  

of appearance:

•  Project Resource Partners, 

https://www.projectresourcepartners.

com.au/blog/2018/2/13/get-ahead-

of-the-crowd-and-join-the-fastest-

growing-sector-in-australia-aged-

care-1

•  Australian Bureau of Statistics,  

http://www.abs.gov.au/AUSSTATS/

abs@.nsf/Previousproducts/ 

3222.0Media%20Release 12006%20

to%20 2101?opendocument&tabname 

=Summary&prodno=3222.0&issue= 

2006%20to%202101&num=&view=

•  Australia’s Aged Care  

Diversity Framework,  

https://agedcare.health.gov.

au/sites/g/files/net1426/f/

documents/12_2017/aged_care_

diversity_framework.pdf

•  StewartBrown Aged Care Financial 

Performance Survey June 2018,  

http://www.stewartbrown.com.au/

news-articles/26-aged-care/166-

june-2018-aged-care-sector-reports-

released

Resources:

https://www.projectresourcepartners.com.au/blog/2018/2/13/get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1
https://www.projectresourcepartners.com.au/blog/2018/2/13/get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1
https://www.projectresourcepartners.com.au/blog/2018/2/13/get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1
https://www.projectresourcepartners.com.au/blog/2018/2/13/get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1
https://www.projectresourcepartners.com.au/blog/2018/2/13/get-ahead-of-the-crowd-and-join-the-fastest-growing-sector-in-australia-aged-care-1
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?opendocument&tabname=Summary&prodno=3222.0&issue=2006%20to%202101&num=&view=
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?opendocument&tabname=Summary&prodno=3222.0&issue=2006%20to%202101&num=&view=
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?opendocument&tabname=Summary&prodno=3222.0&issue=2006%20to%202101&num=&view=
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?opendocument&tabname=Summary&prodno=3222.0&issue=2006%20to%202101&num=&view=
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?opendocument&tabname=Summary&prodno=3222.0&issue=2006%20to%202101&num=&view=
http://www.abs.gov.au/AUSSTATS/abs@.nsf/Previousproducts/3222.0Media%20Release12006%20to%202101?opendocument&tabname=Summary&prodno=3222.0&issue=2006%20to%202101&num=&view=
https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/12_2017/aged_care_diversity_framework.pdf
https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/12_2017/aged_care_diversity_framework.pdf
https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/12_2017/aged_care_diversity_framework.pdf
https://agedcare.health.gov.au/sites/g/files/net1426/f/documents/12_2017/aged_care_diversity_framework.pdf
http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-rel
http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-rel
http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-rel
http://www.stewartbrown.com.au/news-articles/26-aged-care/166-june-2018-aged-care-sector-reports-rel
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Things you should know:

This information does not take your 

personal objectives, circumstances 

or needs into account. Consider its 

appropriateness to these factors before 

acting on it. 
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