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➢ New Aged Care Act (being developed)

➢ Revised Quality Standards (being developed)

➢ New regulatory framework (being developed)

➢ Redesign of aged care in home and community settings (to commence in July 2024)

Aged care reforms

➢ New funding model for residential aged care October 2022

➢ Star ratings for residential care services December 2022

➢ A code of conduct for aged care providers, their governing persons and workers December 2022

➢ Stronger governance requirements for providers December 2022

➢ Extension of SIRS (Serious Incident Response Scheme) to home services December 2022

➢ Additional options for consent for restrictive practices for consumers lacking legal capacity       When registered

➢ Requirement for RN presence on site 24/7 at residential aged care services (subject to legislation)

➢ Mandated average care minutes per resident per day (subject to subordinate legislation)

➢ Cap on administration fees on home care packages, and no exit fees (subject to legislation)

➢ Requirement for residential services to publish expenditure information (subject to legislation)



CONSULTATION DRAFT (October 2022)



Aged Care Quality Standards

1. Consumer dignity and choice

2. Ongoing assessment and planning 

with consumers

3. Personal care and clinical care

4. Services and supports for daily living

5. Organisation's service environment

6. Feedback and complaints

7. Human resources 

8. Organisational governance
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Requiring improvement

Trying but not always succeeding

eg. occasionally make errors, misunderstand what is 

required, or temporarily lose focus.  Or through lack of 

capability or capacity, may have occasions where they 

are unable to meet the requirements.

High Performing

Complying and demonstrably committed to 

continuous improvement

eg. Going beyond compliance and embedding 

consumer wellbeing, quality and safety into all 

aspects of organisational life.

Failing

Demonstrating serious failure to comply and not 

committed to continuous improvement

eg. avoid compliance obligations, experience repeated 

failures and do not act to improve the wellbeing and 

quality of life of their consumers or, even more seriously, 

to prevent harm to them.

Complying

Meeting obligations but can do more to 

continuously improve

eg. have done what is necessary to comply but focus 

on compliance may mean inattention to 

opportunities for continuous improvement of 

consumer wellbeing, quality and safety.  The term 

“calculative compliance” has been used.

Compliance

Providers’ 
compliance 
posture in a 
regulatory 
context

Regulatory 
Strategy, ACQSC



Older people, and those who love them , deserve to have trust and confidence in 

the safety, quality and experience of aged care. 

With respect to their care, they:

➢ assume it is safe

➢ expect it is good quality

➢ hope it supports, and preferably enhances, their quality of life

They also:

❖ fear that none of the above might be the case

Trust and confidence – A consumer’s perspective



The Commission looks for evidence to determine what level of trust and confidence it can 

have in a provider:

➢ to identify and understand systemic, service-specific and consumer-specific risks

➢ to have a positive risk culture where every staff member at every level appropriately 

manages risk as an intrinsic part of their day-to-day work

o Such a culture supports open discussion about uncertainties and opportunities, 

encourages staff to raise concerns, and has processes in place to elevate concerns 

to appropriate levels for action

Trust and confidence – The regulator’s perspective



Developing a 
positive risk culture
- Comcover
Information Sheet

Measurable 

attributes of 

risk culture



Trust in provider

➢ How well does the provider understand their responsibilities and obligations?

➢ How willing is the provider to address actual or potential areas of non-compliance?

➢ How well positioned is the provider (capacity and capability) to take action?

➢ Does the provider’s performance track record, systems and culture support compliance?

Risk of harm to consumers

➢ Is the provider managing care needs appropriately (e.g. updating care plans, making timely referrals)?

➢ Are there themes in consumer feedback/complaints pointing to actual or potential shortcomings in care 

and/or risks of harm (including physical, psychological and emotional harm)?

➢ Is the care environment (including equipment) safe?

➢ Are there risks of harm arising from poor financial management or lack of transparency?

➢ Are there consumer characteristics that increase the potential or actual risk of harm?

Assessing a provider’s compliance posture



That:

➢ Providers have sufficient information to allow them to comply with their quality, 

safety and prudential responsibilities and to strive for continuous improvement

➢ Providers are motivated to voluntarily and proactively comply and strive for improvement 

because that will deliver a better consumer experience

➢ The Commission monitors the risk of provider non-compliance with their responsibilities

➢ Appropriate action is taken by the Commission where non-compliance is identified, with 

the regulatory action being proportionate to the assessed risk of harm to consumers

➢ Consumers and their representatives have sufficient information about the performance of 

aged care services to support comparisons, choices and self-advocacy

Key aims of Commission’s regulatory strategy
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Current QI program in residential aged care



Expanded QI program in residential aged care
Data collection commencing Apr-Jun 2023
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Serious Incident Response Scheme



Serious incident notifications by providers

- Adjusted x and y axes (excluding two largest providers with >2,000 total residents)
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Best practice response by a provider to an incident 
in a residential service



Best practice response by a provider to an incident 
in a residential service

“… appropriate 
next steps 
(including any 
required 
notifications). 



Role of the Commission in relation to SIRS 

• Monitoring and assessing services against the revised Standard 8 requirement

• Managing complaints about incidents impacting consumers

• Managing and administering the SIRS

• Providing guidance and education for the aged care sector

• Using information from incident reports to enhance our understanding of risk – both 
for specific services and across the sector

• Publishing information about incidents and risks to 

inform and prompt improvement across the aged care 

sector

• Taking proportionate regulatory action in response to incidents 

(e.g. requiring the provider to investigate and submit a report, 

undertaking an unannounced onsite assessment contact or 

investigation, taking compliance enforcement action)



Top 10 complaint 
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– Home services
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Findings of non-compliance by Quality Standard

- Home services
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Structure of Program –

fundamentals of Governing for Reform

Governing for Reform in Aged Care Program will provide participants with a tailored learning pathway allowing in-depth learning into critical leadership and governance 

challenges as they apply to their own unique context

Core Learning

Complete four learning modules centred 

around the core capabilities spheres to 

Govern for Reform:

► Older Australians 

at the Centre of Care

► Obligations and 

Accountabilities

► Knowledge, Skills 

and Experience

► Leadership 

and Culture

Complete Diagnostic to determine 

strengths and focus areas

Option A: Learn with a Cohort

Option B: Self-paced Pathway

Enrol for the Program and 

select learning experience

Opening 

Webinar



To find out more about the program and enrol, visit:

https://gfr.agedcarequality.gov.au/

Governing for Reform Program

https://gfr.agedcarequality.gov.au/
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➢ Additional options for consent for restrictive practices for consumers lacking legal capacity       When registered
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Delivering a great 

experience for 

every consumer?

It’s up to us!


