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We would like to acknowledge the beautiful, 

ancestral lands we are all meeting on today 

right across Australia, and indeed right across 

the world. Here in Australia I want to 

acknowledge our Aboriginal and Torres Strait 

Islander Peoples as the First Australians, 

whose over 65,000 years of tradition, culture 

and knowledge we all continue to learn and 

benefit from today.
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This content is for general information purposes only, and should not be used as a substitute for 
consultation with professional advisors.  
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PwC is committed to partnering with you to unlock the 
potential of digital for a new aged care system
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We are the largest professional 

services organisation in Australia 

with more than 8,000 professional 

staff & partners

We are a trusted advisor to clients spanning the full 

spectrum of organisations who contribute to our aged 
care, healthcare & disability systems

In FY22

we advised:150+
Australian 

aged care 

clients

PwC’s global 

technology 

partners:

Our work in aged care 

currently involves:

30+
Partners

300+
Professional staff

15+ Global aged care 

network firms

Our services address the most 

pressing challenges opportunities of 
a new aged care system

Government
Retirement 

living

Aged care 

providers

Disability 

services
Investors

Stimulate 

innovation

Align 

transformation 

with strategy

Transform 

workforce

Navigate risk & 

regulatory 

complexity

Accelerate digital 

& technology 

impact

Grow & create 

competitive 

advantage

Create unique 

experiences

Create value in 

mergers & 

acquisitions

Unlock data 

possibilities

Strengthen trust & 

transparency



PwC

Investment in technology has historically been limited and 
remains constrained by a challenging operating environment
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Sources: (1) The Architecture Practice. ICT Strategy and Architecture Review Report 2020.

(2) Statista, 2022. (3) StewartBrown ‘Aged Care Financial Sustainability Presentation’ August 2022
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Estimated ICT expenditure by industry (FY20)1,2

The aged care sector 
average ICT investment per 

employee was less than one 
third of that of healthcare, 

approx. ~$1,648 per 
employee.
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Australia’s aged care digital ecosystem is currently fragmented, 
with service providers at different levels of digital maturity
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These platforms & systems can be 

disconnected from one another, resulting in 
manual transfer of information

Residential, in-home aged 

care providers & the aged 
care workforce use countless 
platforms & systems, with 

many still reliant on paper

As a result, there are difficulties in engaging with:

Government

Aged care workforce

Senior Australians, 

families and carers

Contractor 

management

Paper forms

Clinical systems

HR information 

systems

Billing 

management

Prescribing 

software

Rostering & 

attendance

CRM

Business 

intelligence Social 

connection

Safety and 

quality

Incident 

management
Finance & 

payroll
Client contract 

management
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Digital is key to realising the potential of a new aged care system
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Improved safety, quality 

& customer experience

Transparency & 

accountability

Choice &

flexibility

Industry

sustainability

Sector reforms Target outcomes

Poor experience for senior 

Australians

Inconsistent quality of care 

Workforce limitations 

Thin markets & inequitable access

Constrained innovation 

Outdated service models

Unsustainable funding models

Industry challenges

Home care01

Residential aged care 

services & sustainability
02

Residential aged care 

quality & safety
03

Workforce04

Governance05
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Consumers increasingly expect digitally enabled aged care 
services and experiences

The PwC & Salesforce Aged Care Customer Experience Study (2020) found that senior Australians…

October 2022ACCPA National Conference 2022

8

Want to participate 

& be heard

Expect personalised & 

tailored models of care

Can make 

smarter decisions

Expect better 

quality services

Person-centred care Are empowered to 

self-manage

Expect a seamless, 

connected experience

Expect transparency & 

fair outcomes
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Key challenges and opportunities
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Consumer 

access & 

participation

Consumers will 

increasingly expect 
higher levels of access 
to their own 

information

Digital 

workforce 

shortages

Managing digital 

workforce strategies 
will be key as digital 
health skills are in 

short supply

Digital

equity

Equity should be 

enabled by data, used 
to address shortfalls

The rise of 

omnichannel & 

virtual care

The demand for 

asynchronous virtual 
care will grow, driven 
by consumers who 

want a seamless 
experience

Sustainability

ESG will affect care 

provision. Aged care 
providers are not 
immune; there is no 

opt-out on ESG

Broader technology and digital trends are driving change across 
aged care industry 
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Our technology Health Check assesses current state against the 
four critical success factors of strategy, people, process & technology
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Business strategy alignment

01.
STRATEGY

Governance

PEOPLE

02.

People & adoption

PROCESS

03.

User experience and design

Centre of excellence

TECHNOLOGY & DATA

04.

Solution architecture & data

Technical architecture & integrations

Continuous developmentoperations
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Successful digital transformation requires a multifaceted 
approach
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Operational 

alignment

Person 

centred 
transformation

Workforce 

enablement

A clear digital 

strategy

The right tools & 

technology

The path to a 

digitally 

enabled,

efficient & 

effective aged 

care experiences

A clear digital strategy

Strategic planning through assessing organisational readiness, gaps and 

requirements.

Operational alignment

Organisation design & operating model refinement with focus on optimising 

governance, processes & data capabilities to become sustainable and efficient.

The right tools & technology

Great experiences and outcomes will be underpinned by enabling digital tools 

and technology.

Person centred transformation

New models of care will provide consumers with greater flexibility and access 

to care, support independence and improve experience.

Workforce enablement

Enabling and aligning the workforce to build a high performance culture 

centred on collaboration and care.
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Taking
action
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You
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