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Passion

Our Values
Respect
We value diversity,
the rights and views
of others, and our
conduct is always
polite, considerate
and professional.
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Daring
We are open to new
ideas, take calculated
risks, and are not
afraid to speak up on
issues of importance.
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We strive to make a
positive difference in the
lives of older Australians
by meeting the needs of
our Members to the
best of our abilities.

Integrity
Excellence
We always do our best
and seek to continuously
improve in how we meet
the needs and expectations
of our Members.

We always act honestly
and ethically and we
consistently meet the
standards we set and the
commitments we make.

ABOUT LASA
Who We Are
LASA is the national association for all
providers of age services across residential
care, home care and retirement living/seniors
housing.

Our Members are
located across Australia
64%

in major metropolitan cities

34%

Our Purpose

in regional areas

Our purpose is to enable high performing,
respected and sustainable age services that
support older Australians to age well by providing
care, support and accommodation with quality,
safety and compassion—always.

in remote areas

2%

Our Affiliates
Our Members
We represent providers of age services of
all types and sizes located across Australia’s
metropolitan, regional and remote areas. We
are dedicated to meeting the needs of LASA
Members by providing:
a strong and influential voice leading the
agenda on issues of importance;
access to valuable and value-adding
information, advice, services and support;
and
value for money by delivering our services
and support efficiently and effectively.

LASA supports all
providers of aged care
54%

not-for-profit providers

38%

LASA Affiliates are proud supporters of the critical role
played by the age services industry in caring for older
Australians. Their value-adding products and services
help age services providers apply innovative solutions that
improve the provision of efficient and quality care.

Our Strategic Objectives

1

Be the credible and authoritative voice of
aged care representing the views of our
Members for the benefit of older Australians.
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Build sector capability and sustainability
by delivering valued services and support
to Members.
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Lead continuous improvement by
promoting and celebrating excellence
and innovation in age services.
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Deliver value for money for Members
and Affiliates.
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Be a high performing, respected and
sustainable association that cares for our
purpose, our Members and our people.

private providers

8%

public providers

“LASA has provided sound, professional advice to Buckland Aged Care Services for
over 30 years. During this time we have found the services and advice offered to be
of the highest standard and extremely valuable. Buckland values LASA as ‘trusted
advisors’ across all aspects of our aged care services.”
—Liz Roberts, CEO, Buckland Aged Care Services
Leading Age Services Australia Ltd Annual Review 2019-20
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A MESSAGE FROM
THE CHAIRMAN
We are constantly positioning LASA to give our industry the
best support for development and growth, in the service of
older Australians.
Despite the many sad losses during the COVID-19 pandemic,
we are seeing a national emphasis on the wellbeing, care and
future of our seniors and this has the capacity to accelerate
change for the better.
LASA continues to work tirelessly to support home and
residential care, our service providers and the industry’s
devoted and courageous staff, including expansions in
Tasmania, the Northern Territory and across Western
Australia.
From the Royal Commission to funding and reform, our
industry representation and system influence has been strong.
LASA played a key role in the development of the Letter
to the Nation, published on 30 April 2020, seeking further
COVID-19 supports for aged care.

We are at a pivotal point to re-imagine the future, with the
recognition of LASA’s lobbying over many years about the
support and funding requirements to care for our treasured
older Australians.
This combination of decision-making, influence and
awareness is why LASA sees Australia at the beginning of a
once-in-a-lifetime opportunity to lead in ageing excellence.
I am honoured to lead an experienced Board of Directors to
support our Chief Executive Officer Sean Rooney and the
LASA team in their support of our Members.
Despite the influence of the pandemic on our industry, LASA
has registered many important achievements during 2019-20
and, as Chairman, I am pleased to present our Annual Review.

Dr Graeme L Blackman AO FTSE FAICD, Chairman

LASA Board of Directors
We are indebted to our Board of Directors for their support and invaluable assistance to help develop our organisation and build a
better ageing future. Our Board has expertise in policy, business, finance, law, health and ageing, and aged care operations.

Back row: Sue Peden AM, Dr David Panter, Sean Rooney (CEO), Dr Saranne Cooke, Dr Graeme Blackman AO (Chairman),
Robert Orie. Front row: Kerri Rivett, Nick Loudon, Christopher How. Absent: Stephen Muggleton (inset).
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A MESSAGE FROM
THE CEO
LASA is fully prepared to embrace challenges and change,
with our role, desire and commitment to realise a better,
sustainable and world-leading aged care system for Australia.
This year has seen our industry and our nation facing
exceptional times, particularly as we continue to fight the
COVID-19 pandemic.
2019-20 began with the new Aged Care Quality Standards, a
LASA report showing worrying financial pressures in providing
care, and the Interim Report from the Royal Commission into
Aged Care Quality and Safety.

more expansive and more collaborative in working to realise
a better aged care system. And, to be a helping hand, always
in support of our Members with sector leading information,
advice, training and other services.
As we look ahead we are continuing to be assertive—that is
why we have been out there, speaking up on behalf of our
Members and holding governments to account.
We are expansive—we are not just talking about aged care, we
are talking about ageing well and having a national strategy to
make Australia the best place in the world to age.

Following the report, I stated I was shocked and saddened by
recent failures in our aged care system and was sorry for the
pain and harm this had caused.

And we are collaborative—this is why we have linked up with
the other provider organisations in our sector, to focus on
ensuring we are doing all we can to realise better aged care.

I said I believed the vast majority of aged care workers and
providers do a good job in meeting the needs of those they
care for and support, in challenging circumstances and with
limited resources.

We need to transform the aged care system so older
Australians get the care they need, and the workers and
organisations who are there for them are enabled to deliver the
best quality care and services possible.

At the same time, LASA raised its focus on our advocacy for
aged care in the media, with this year seeing an almost 200
percent increase, highlighting the system settings around
policy, regulation and financing, which have not kept pace with
the needs and expectations of older people as they age.

I sincerely thank the Board, Executive and all LASA staff for
their contributions to our purpose and their service to our
Members in 2019-20.

LASA’s role and our Members’ dedication and compassion has
never been more important, as we work together to emphasise
that we are about care, and highlight the importance of our
sector to communities and the nation.
This is the journey LASA has been on—to be a strong voice
on behalf of our Members. A voice that is more assertive,

I also thank our Members for the confidence and trust they
place in LASA. We look forward to working with you and for
you in 2020-21.

Sean Rooney
Chief Executive Officer

“LASA is assertive, expansive
and collaborative.”

Member Survey

LASA CEO Sean Rooney at LASA National Congress 2019
making a powerful call for a better ageing future.

LASA achieved outstanding results in the 2020 Member
Satisfaction Survey, including 98% overall satisfaction and
large increases in Members rating ‘extremely satisfied’
across every measure from advocacy to services and
support. We conduct surveys every year to learn how
we can improve our performance and better support our
Members. In 2020, we were also proud to be announced
as Runner Up in the Association of the Year Awards.

Leading Age Services Australia Ltd Annual Review 2019-20
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COVID-19:
OUR RESPONSE
As COVID-19 rapidly became the unanticipated focus of
aged care operators, LASA stepped up its support for our
Members and the industry.
By March 2020 we established a COVID-19 Taskforce to
help Members with their planning, preparation and
responses, while our State Managers and subject matter
specialists supported Members through Zoom meetings
and one-on-one advice.
Our regular Health Update emails met a need for industryspecific and jurisdiction-specific information supplied in a
timely manner, and our dedicated COVID-19 email address
was in high demand.
We established a Personal Protective Equipment (PPE) Portal
to connect Members to third party suppliers of PPE products,
and coordinated the distribution of over 100,000 donated
masks provided free to LASA Members. We also created
a directory of Affiliate COVID-19 services.
Webinars included targeted national and international
Lessons Learnt webinars, End-Of-Life webinars in
partnership with ELDAC, a Visitor Access Code Q&A with
the Minister for Aged Care and Senior Australians (attended
by over 900 people) and a LASA COVID-19 Survey
Results webinar.
Our COVID-19 resources, easily accessible online from the
LASA website, were regularly updated in light of new and
emerging evidence and information, as well as jurisdictionspecific government regulations and restrictions, which were
changing sometimes on a daily or weekly basis. LASA made
a decision to make these available to all providers, not just
Members, given the importance of keeping older Australians
safe through the pandemic.

Our media resources and assistance included templates and
one-on-one support, as well as a series of informative public
information videos with Dr Norman Swan.
The valuable information we collated was shared with all
those involved in responding to the pandemic, including
members of National Cabinet.
Our issues log, shared regularly with the Australian
Government captured the challenges faced by aged care
operators, and our advocacy included timely and sufficient
access to PPE for aged care staff; a comprehensive
workforce solution; and financial support to meet the
additional costs associated with keeping older Australians
safe. We also contributed to the Select Senate Committee on
COVID-19 inquiry.

Aged Care Assistant Program
LASA partnered with Altura Learning and Dash Group to
develop an innovative program to provide a work-ready
backup workforce to support providers facing staff shortages.
The Aged Care Assistant (ACA) program was designed in
consultation with employee and employer groups to help
providers continue to provide safe, high quality care and
services, by linking them with trained Aged Care Assistants.
Rather than replacing qualified staff, this was developed
as a temporary, emergency response to support aged care
professionals. Workers displaced from people-focused
sectors including hospitality, retail, tourism and the airline
industry were encouraged to apply to the ACA program,
with the added benefit of potentially securing new talented
workers for the age services industry in the long-term.

We prepared spreadsheets, template letters and other
resources, shared the experiences of providers who managed
outbreaks in Australia and overseas, and made available
Members’ best-practice insights around infection control
planning and communications.

Need Aged Care
Assistants Fast?
TRAINED SURGE WORKFORCE NOW AVAILABLE
Register today at www.dashgroup.net.au/agedcare
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COVID-19
Taskforce*

65

health@lasa.asn.au

1,500+

Health Updates

unique COVID-19
enquiries

COVID at the
Coalface resource

LASA’s
Pandemic
Support

National Webinars
weekly for residential
care and home care
operators

Lessons Learnt
resource

PPE Portal

COVID-19
Support web
portal
Targeted
Webinars with

5,975

Lessons Learnt
Webinar Series
from March 2020

participants

66

Issues Logs to
Government
*1 March 2020 to 30 June 2020

“I would like to acknowledge the work of LASA
and their ongoing support and information
sharing during these challenging times.
With so much inaccurate information being
circulated elsewhere, we appreciate the clear
and accurate information we receive from daily
LASA bulletins.”—Rod Lewis, Owner, Home
Instead Senior Care Mid North Coast
Leading Age Services Australia Ltd Annual Review 2019-20
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AGED CARE ROYAL
COMMISSION
The world in which the Aged Care Royal Commission began
its inquiry changed considerably due to COVID-19. While
the Royal Commission continued its duties, its remit was
expanded to review the response to the pandemic in NSW
and more generally the preparedness of aged care.
LASA continued to work closely with the Royal Commission
to ensure the voices of our Members are heard. In addition to
our submissions, we participated a pre-workshop discussion
with the Royal Commission team on innovAGEING and a
discussion about our Next Gen program.
We provided regular Royal Commission Updates and precis
of consultation and research papers to Members, as well as
reports to Member Advisory Groups, Industry Forums and
MAC meetings. We also provided one-to-one support to
Members required to draft statements.

Submissions to the Royal
Commission
Workforce Submission
Program Redesign Submission
Funding and Finance Statement

Support to Members

49
Hearing
Updates

Aged Care System Navigation
Framework (ACSNF)
In 2020 LASA made an important proposal to the Royal
Commission on system reform. This was developed to help
ensure universal consumer access while minimising the
possibility of people slipping through the cracks. Called the
ACSNF, it offers improved system navigation for consumers
according to their needs and capabilities, based on three
tiers. The system encapsulates person-centred philosophy.
TIER 1: Mainstream services providing general information
and support.
TIER 2: Aged care concierge providing specialist information
and support.

38

Royal
Commission
Updates

2

Interim Report
Webinars with

473

Participants

573

Participants at
Face-to-Face
Interim Report
Briefings

2

Royal Commission
sessions
(Congress 2019
and Tri-State 2020)

1-to-1
Member
Support

TIER 3: Special need care management.

The Aged Care Royal Commission Panel was a popular plenary session at LASA National Congress 2019. Pictured L-R: LASA CEO
Sean Rooney, LASA Royal Commission Project Coordinator Jane Bacot-Kilpatrick, CEO Independent & Assisted Living Australian
Unity and Acting Chair of the Aged Care Workforce Industry Council, Kevin McCoy, CEO ECH and LASA Director Dr David Panter,
CEO Royal Freemasons and LASA Director Kerri Rivett and CEO Benetas Sandra Hills.
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MEMBER SERVICES
With changes to regulations and the onset of a pandemic,
as well as the unprecedented bushfire season, there were
significantly more requests for support from Members to
LASA’s Member Services over the past year.
From March to June 2020, advisory contacts via phone and
email were running at nearly double their monthly rates.
Advice was also provided through regional forums, industry
forums, masterclasses, webinars, the Workplace Advisory
Relations Group and direct email communications.
The main reasons for support were:
COVID-19

Member Services participated in 18 internal and 18 external
advisory groups, working groups and committees, as well
as the COVID-19 Working Group and the Post COVID-19
Working Group, to provide information and advocacy.
The Employment Relations team advocated on behalf of
Members before the Full Bench of the Fair Work Commission
on the Four Yearly Modern Award Review and Paid
Pandemic Leave.
Through Member Services, LASA also collaborated with the
Older Persons Advocacy Network (OPAN) to provide project
management support for the Older Australians COVID
Support Line delivered by the consortium of the Older
Persons Advocacy Network, Council of The Ageing, National
Seniors Australia and Dementia Australia.

Aged Care Quality Standards
Fees & charges
Communication matters
Security of tenure
Retirement Living Code of Conduct
Australian Retirement Village
Accreditation Scheme (ARVAS)

4,304
Member emails

565

Affiliate emails

66%

2,500+
Employment Relations
advisory contacts

105+
Consulting
engagements

Member
Support

142%

10

463

Members assisted
with individual
enterprise agreements

Retirement Living
Member enquiries

1,110

Residential Care
Member enquiries

47%

830

53%

Home Care
Member enquiries

Leading Age Services Australia Ltd Annual Review 2019-20
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Safety & Quality
Management System

Outsourced Back
Office Services

There are now more than 200 subscribers to LASA’s Safety
& Quality Management System (SQMS), with the tool
undergoing continuous improvement using best-practice
techniques informed by a collaborative co-design approach.
The SQMS provides ongoing customer care help and
project-based consultancy support. In 2019-20, a new audit
capability was included, communication with subscribers
was improved for periodic content and system updates,
and subscriber engagement was enhanced with increased
customer care touchpoints.

Delivered by industry experienced business services
professionals, LASA’s services include fee-for-service
assistance with back office needs, for Members and nonMembers. During the year, clients also received information
to help claim the Workforce Retention Bonus Grant and
support with administration of the JobKeeper scheme.
LASA’s rostering, payroll and claims and billing solutions
are now delivered using cloud-based software, with existing
clients migrated to the new platform.

56,000

LASA Safety & Quality
Management System

pays processed

8,000
resident payments
managed

The quality system backed by
the age services industry.
Call 1300 111 636
or email:
quality@lasa.asn.au

“The level of support from LASA over
the years has been outstanding. LASA
is always responsive to any question
we have, their team of experts are
very knowledgeable and a pleasure to
deal with.”—Nick Yannopoulos, Joint
Managing Director, Luson Aged Care

LASA General Manager Member Services Brendan Moore presenting a Governance in Aged Care Workshop.
10
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POLICY &
ADVOCACY
With a new Morrison Government, a new Aged Care Minister,
the start of the new quality standards, COVID-19, bushfires
and the ongoing Aged Care Royal Commission, LASA policy
and advocacy objectives have been to:

Collaborative Advocacy
In a strategic move, we worked diligently to bring together
a collective of aged care provider representative bodies
working in collaboration for a better ageing future. The peaks
LASA, Aged and Community Services Australia, Anglicare
Australia, Baptist Care Australia, Catholic Health Australia
and UnitingCare Australia, are committed to working towards
better outcomes for older Australians through realising a
better aged care system.

elevate aged care as an issue of national importance;
support and contribute to a long-term reform agenda
through the Royal Commission;
educate the public about resourcing constraints; and
seek interim support while waiting for the longer
term reform.
LASA’s July 2019 survey of financial pressures facing
Members revealed potential effects of funding constraints on
care, staffing and service closures, which was confirmed by
our analysis of aged care reporting data.
Our Forum on the State of Aged Care held at Parliament
House in September 2019 provided an opportunity to engage
with the new Parliament, while both the Minister for Aged
Care and Senior Australians and the Shadow Minister for
Ageing and Seniors made speeches at the event.
In October 2019 we released the Working While We Wait
discussion paper, which sets out a series of actions to be
undertaken prior to the release of the Royal Commission’s
Final Report. It includes interim funding measures and lowcost actions such as extending the Personal Loans Scheme,
setting a more reasonable interest rate on unclaimed
residential accommodation deposits, and enhancing access
to medication reviews.
LASA was also a regular contributor to the Royal
Commission’s deliberations on long-term reform and a new
architecture for Australia’s aged care system.
Our partnership with Grant Thornton to conduct sector
leader workshops around Australia on Perspectives on the
Future of Ageing and Age Services in Australia informed our
submissions to the Royal Commission on aged care program
design, workforce, diversity and a range of other topics.

Our National Sponsors
LASA thanks our national sponsors for supporting us in
our work and helping us deliver a better ageing future
for all Australians.services industry.

From March 2020, COVID-19 became the primary focus
of LASA’s policy and advocacy activities. In particular, we
advocated strongly for additional support for residential
aged care—more than doubling the total funding originally
allocated—and vigorously defended providers across a range
of issues.
Aside from these broad strategic activities, LASA continued
to represent Members in a range of consultations with the
Australian Government, including additional service fees,
regulation of restraint, quality indicators, the Serious Incident
Response Scheme, the Aged Care Approvals Round, home
care payments, home care pricing, medication reviews and
GP telehealth.

*Aware Super was previously known as First State Super.

Leading Age Services Australia Ltd Annual Review 2019-20
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Submissions 2019-20
Aged Care Worker Regulation Scheme - LASA
Submission
Retirement Village Dispute Resolution - Submission to
QLD Government
MBS Review on Wound Management - LASA Submission
Enhancing Protection Enduring Power of Attorney
Instruments 2019
Proposed measures for additional service fees in RACFs
Submission to Skills IQ Draft 2 Certificate III Care Support
Development of Residential Care Quality Indicators
Home Care Payment Administration Changes
Working While We Wait - Discussion Paper
Draft Standards for General Practice Residential Care
Taking the Lead on Quality Indicators
Serious Incident Response Scheme
Religious Discrimination Bill
Improving HCP Payment Administration
Key Insights - Future of Ageing and Age Services
Workshops
Alternative Models for Allocating Residential Care Places
LASA Financial Risk Survey
QLD Health Transparency Bill and Regulation 2019

Minister for Aged Care and Senior Australians Richard
Colbeck at LASA’s State of the Industry Forum.

“I will be renewing my membership
with LASA because I believe we have a
responsibility as providers to support our
federal and state representatives. Some
of us do this by sharing experiences or
contributing ideas; some of us actively
participate in meetings and surveys… It
is these shared opinions and experiences
which, when provided to our State and
Federal LASA representatives, provide
direction when representations are
made, on our behalf, to all levels of
government.”—Mary Anne Edwards,
Clinical and Operations Manager,
Resthaven on Quarry
Dementia Australia CEO Maree McCabe and Shadow
Minister for Ageing and Seniors Julie Collins, pictured with
LASA CEO Sean Rooney, show their support at LASA’s State
of Aged Care Forum.
12
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LASA CENTRE
FOR WORKFORCE
DEVELOPMENT
& INNOVATION

In order to respond to workforce challenges in
a more strategic, coordinated and sustained
way, this year we established the LASA Centre
for Workforce Development & Innovation
(C4WDI). The objectives of the C4WDI are:
Build relevant skills and capability across all
elements of the aged care workforce
Develop and support existing and emerging
leaders
Foster and promote innovation in service
design and practice
Embed and celebrate a philosophy of
excellence and innovation in the age
services industry through national awards
programs
Bringing together LASA’s workforce solutions
under one umbrella, it builds upon existing
platforms—professional development and
training activities, the LASA Aged Care
Training Institute, Next Gen and innovAGEING,
as well as our new LASA Mentoring Program.
The C4WDI is guided by an Advisory Group of
industry leaders and managed operationally
by a LASA Senior Management Team.

LASA National Congress 2019 brought together
1,262 industry leaders.
Leading Age Services Australia Ltd Annual Review 2019-20
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LASA CENTRE FOR WORKFORCE
DEVELOPMENT & INNOVATION

Training & Events

Supporting Professional
Development

LASA Aged Care Training
Institute

LASA continued to support the aged care workforce
by providing high quality professional development
opportunities, including workshops, Age Services Industry
Forums, webinars, Next Gen Forums and conferences.
Events were well attended, with a total of 3,389 participants
at 59 workshops and 1,262 delegates at LASA National
Congress 2019 in Adelaide.

Our national Registered Training Organisation was ramped
up under the leadership of a new manager, in line with the
Aged Care Royal Commission’s focus on accredited training.
Other significant developments were a joint venture between
the LASA Aged Care Training Institute and JMM in China
for non-accredited professional development training, which
was put on hold due to COVID-19, and working closely with
the Age Services Industry Reference Committee and Skills IQ
in relation to accredited training options.

Post COVID-19, we redesigned our events to facilitate an
easy transition to online forums and learning, with our Events
Team adapting to new software platforms and participants
showing strong engagement.
While confined to webinars and online forums, our post
COVID-19 events proved especially popular, highlighting
the need for engagement and connection with one another
during unprecedented times. Our online events attracted
a total of 7,571 participants across 20 webinars.
Due to COVID-19, we decided to cancel face-to-face state
conferences in New South Wales, Queensland and Western
Australia for 2020.

596

participants at
30 Age Services
Industry Forums
Australia-wide

Pre
COVID-19
Events

722

participants at
59 workshops

1,021

participants at 8 forums

participants at
9 webinars

287

1,262

participants at
5 Next Gen Forums

117

delegates LASA National
Integrated Seniors
Housing Conference 2019
(Gold Coast)

14

3,389

Post
COVID-19
Events

delegates at LASA
National Congress
2019 (Adelaide)

276

delegates at LASA
Tri-State Conference
2020 (Albury)

Leading Age Services Australia Ltd Annual Review 2019-20

376

participants
at a State of
Industry
Webinar

619

participants at
12 Age Services
Industry Forums
online

5,948

participants
at 6 COVID-19
webinars

628

participants
at a Workforce
Webinar

Aged Care Quality and Safety Commissioner Janet Anderson
with MC Kerry O’Brien at LASA’s National Congress 2019.

LASA’s events provide an opportunity for learning.

Delegates engaging with a session at LASA’s Tri State
Conference in March 2020.

Media personality Todd Samson was part of a high calibre
line up of speakers at LASA Congress 2019.

Debra Phillips from Health Metrics was one of many
exhibitors at LASA Tri State Trade Hall in March 2020.

Thousands joined our webinars post COVID-19.

Leading Age Services Australia Ltd Annual Review 2019-20

15

LASA CENTRE FOR WORKFORCE
DEVELOPMENT & INNOVATION

LASA Next Gen
LASA Next Gen is our national initiative designed to attract
the best and brightest young leaders and professionals to
future-proof our industry, ensuring we have the capacity to
support quality age services for our ageing population.
Our focus is to build a strong network of leaders who are
engaged in discussions about our industry and have the skills
to create dynamic and innovative workplaces.
LASA Next Gen continued to attract interest this year, with a
total of more than 300 participants attending the face-to-face
State Forum Series (August-November 2019) across Victoria,
New South Wales, Queensland, South Australia and Western
Australia. Participants reported strong positive feedback and
demonstrated good engagement. We thank Mirus Australia and
Next Generation Services for supporting this inaugural event.
Since the onset of COVID-19, new online events were
created to continue to explore leadership skills and resources
during this difficult period. Delivered from April 2020, BeNext
Sessions gave participants the opportunity to learn from
industry leaders, while monthly Fireside Chats were focused
on providing support and building connections.
These virtual events reached more than 220 young leaders
across Australia—including those from non-Member
organisations—and provided a means to support them during
the height of the COVID-19 pandemic.
We also established the Next Gen Community Partnership
Program to further support organisations to engage their
young leaders. This expanding program enables us to
collaborate with industry leadership programs, and to help
build a stronger workforce for the future. Our Next Gen
Community Partners are: Healthcare Australia, Above &
Beyond Group, Churches of Christ in Queensland, Ibis Care
and Healthstrong.

“Being in a room with my peers that
are like-minded and motivated was
incredible.”—Next Gen State Forum
Series participant

Next Gen Ambassadors
Our call for Next Gen Ambassadors received an
overwhelming response, with more than 85 Ambassadors
selected from more than 180 applications. By the end of June
there were 65 Ambassadors, with attrition due to matters
related to COVID-19 and people moving industries.
Due to the level of interest, we established a National
Council as well as State-based Councils to further reflect
regional issues in VIC/TAS (9 Ambassadors), NSW/ACT (11
Ambassadors), QLD (16 Ambassadors), SA (8 Ambassadors)
and WA (12 Ambassadors).

16
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Members to the councils have taken up a two-year
commitment to promote the age services industry, highlight
the variety of careers available, and share their industry
experiences. The councils supported LASA Next Gen’s
submission to the Aged Care Royal Commission; highlighted
their passion for age services through interviews, panel
discussions and articles; and also proved a valuable source
of support with the onset of COVID-19.
Our Council Chairs from across Australia are:
National Council: Nikki Beckman, National Director
of Research & Innovation, Marchese Partners, VIC.
(On maternity leave from May 2020)
National Council: Rebecca Hogan, Founder, 3C
Management (Acting Chair from May 2020)
VIC/TAS Council: Samuel Forbes, Founder and Facilitator,
Elbow Community Building
NSW/ACT Council: Cassie Simadas, Operations Manager,
Garden Village
QLD Council: Aynsley Johnson, Aged Care Manager,
Amergin
SA Council: Liana Niutta, Support Worker Manager,
ACH Group
WA Council: Laura Sutherland, Director, 3D Recruit

213

participants
at BeNext
Sessions

300+
participants at
Next Gen State
Forum Series

65

30+

Next Gen
Ambassadors

participants at
Fireside Chats

New

LASA Next Gen
Young Leaders
Award

5

LASA Next Gen
Community
Partners

LASA Mentoring
Program
With increasing demands and expectations placed on aged
care providers, it is more important than ever to ensure our
talented leaders have the skills, resources and networks they
need, to help create a better future in which all Australians
can age well.
The new LASA Mentoring Program specifically targets,
develops and supports current and emerging leaders across
our age services industry.
The program builds capacity by empowering people with the
knowledge and confidence they need to succeed—through
the generosity of Mentor-to-Mentee support.
Mentees are given one-on-one guidance from industryexperienced Mentors, get access to a range of carefully
curated online resources, and receive regular check-ins from
the LASA Mentoring Principal Advisor, to help them get the
most out of the 20-week program.
By pairing Mentees with a Mentor outside their organisation,
they also get a chance to build their networks.
Organisations are encouraged to sponsor their current and
emerging leaders to participate in this exclusive program.
The LASA Mentoring Program was launched in April
2020 and will run biannually. Aged care leaders interested
in becoming Mentees are encouraged to approach the
LASA Mentoring Principal Advisor for future mentoring
opportunities.

Eligibility Criteria
Mentees must meet the following requirements:
A minimum of two years’ experience leading and/or
managing in a team environment
A willingness to commit 90 minutes per month over five
months to connect with their mentor and engage with
program resources
Confidence in using online technology (eg. online
discussion forums, Skype and Instant Messaging)
Current permanent employment in the age services industry
Mentors could be CEOs, GMs, age services consultants or
influencers who are passionate about supporting industry
leaders of the future. No clinical experience is required but
they must meet the following criteria:
Experience in senior leadership and management roles
A willingness to commit 60 minutes per month over five
months to connect with their Mentee
Confidence in using online technology (eg. Zoom and
Instant Messaging)
Current employment in the age services industry

Program Outcomes
100% of participants agreed or strongly agreed that their
expectations of the LASA Mentoring Program were met
100% of participants would recommend the LASA
Mentoring Program to others
100% of Mentees found the eLearning platform helpful
100% of Mentees felt supported to achieve their goals
60% of participants are continuing with their mentoring
partnership post-program

“I have really found value in being able
to talk about things that are causing me
stress and affecting my behaviour in the
workplace. I feel so much calmer now
and more in control than I did before
starting to talk to my Mentor.”
—Liat Baddock, CEO Care Norfolk Inc
& LASA Mentee
“I’ve thoroughly enjoyed the experience
of being a Mentor. We worked through
defining my Mentee’s role and
supporting her COIVD-19 experiences,
which has helped with preparing my
own staff. As senior leaders in aged care
we must be part of developing the next
generation of leaders.”—Laurie Leigh,
CEO, RSL LifeCare & LASA Mentor
Leading Age Services Australia Ltd Annual Review 2019-20
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innovAGEING
LASA is proud to support innovation in the age services
industry, by hosting innovAGEING—Australia’s innovation
network for age services.
The innovation imperative in our industry is a matter that
requires urgent attention, in order to respond to market
challenges and opportunities.
Not just about technology, innovation encompasses the
myriad of transformative changes aged care providers can
make in order to improve the lives of their clients, and the
quality of care provided to them.
With its focus on supporting and developing innovation
through networking, workshops and other events,
innovAGEING was named 5th Most Innovative Company
within Government, Education and the Not-For-Profit Sector
in 2019 in the prestigious The Australian Financial Review/
Boss Magazine awards, and made the top 50 most innovative
companies list overall.
innovAGEING participated in discussions with the Aged Care
Royal Commission, while many of its 30 case studies and 21
opinion pieces published on the innovAGEING website were
accessed by the Aged Care Royal Commission Taskforce on
Innovation and Technology and related support staff in the
Department of Health.
With face-to-face contact restricted due to COVID-19,
innovAGEING transitioned to online information exchange.
Highlights included the following initiatives.

LASA Community of Practice
The online Community of Practice initiative provides
an online platform to facilitate collaboration, knowledge
exchange and coordination.
It seeks to overcome networking limitations created by
COVID-19 restrictions and also offers a more effective way for
Members to continue post-meeting discussions, group work
and collaborations long-term, by keeping communications
and information in the one place and avoiding hard-to-follow
email trails.
In 2020, LASA activated online Community of Practice pilots
with the:
home care and residential care communities in New
South Wales;
Advisory Group community for the Centre for Workforce
Development & Innovation; and
innovAGEING Scale-Ups community.

Linking with University
Think Tanks
A Knowledge Alliance Memorandum of Understanding was
signed with Flinders University in Adelaide, specifically looking
at knowledge transfer with their Caring Futures Institute. The
online platform allows members to communicate, collaborate
and support one another in their day-to-day work and future
planning. More are planned for the future.

Facilitated online workshops with member organisations
and LASA staff to identify member pin-points and
challenges to identify value creation opportunities leading
up to the pandemic.
Conducted an online workshop with the Centre for
Workforce Development & Innovation’s Advisory Group,
and ran a mini-hackathon with LASA staff to identify and
refine the Centre’s value proposition and offerings.
Activated the innovAGEING Insights webinar series for
age services organisations interested in using digital
transformation to enhance their services and support staff
through COVID-19, with the first webinar attracting more
than 2,000 registrations.
Represented LASA at speaking engagements including
the Public Sector Network Conference and the 3rd Annual
Aged Care Tech Forum.
Launched in January 2018, this year innovAGEING was
rewarded with a continuation of Federal Government
support, to deliver the initiative to 2023.
innovAGEING thanks Foundation Partners the
Commonwealth Bank and KPMG Australia for their support.
Head of innovAGEING Merlin Kong holds the certificate
from The Australian Financial Review/Boss Magazine.
(Image: Inventium)
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Recognising
Excellence
LASA Village Manager of the
Year Award
The LASA Village Manager of the Year Award aims to
promote and recognise excellence across the diverse and
dynamic fields of endeavour in the retirement living industry.
It celebrates the passion and achievements of people who
continually maintain high standards in customer service,
sales and marketing, complaints and dispute resolution
and robust operational management processes across their
retirement community.
The award also highlights the important role that retirement
communities play in providing affordable, age appropriate
housing and vibrant social and community services for
senior Australians.
The winner of the LASA Village Manager of the Year Award
2019 was Jessica Madden, Operations Manager at De Paul
Manor Estate on the Gold Coast—who was joint runner up
for the award in 2018.
LASA thanks Mullins Lawyers for their wonderful support of
these awards.

Head of innovAGEING Merlin Kong presents at the popular
Innovation Hub at LASA Congress 2019.

Jessica Madden was honoured for outstanding dedication
and care in her work.

innovAGEING National Awards

MOST

INNOVATIVE
COMPANIES

LEADING AGE SERVICES AUSTRALIA

MOST INNOVATIVE
COMPANY

GOVERNMENT, EDUCATION & NOT-FOR-PROFIT

2019

Improving Consumer Choice
Enhancing Consumer Experience

Congratulations

5th

The innovAGEING National Awards are designed to
showcase best-practice examples of innovation in our
industry, and to celebrate age services innovation across the
following categories:

Realising Wellness and Re-Ablement
Increasing Care and Service Productivity
Increasing Access to Care and Services.
While the inaugural awards program concluded in June 2019,
the next awards program was postponed until later in 2020
due to matters related to COVID-19.

Leading Age Services Australia Ltd Annual Review 2019-20
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LASA Excellence in Age
Services Awards
The annual LASA Excellence in Age Services Awards recognise
excellence across the diverse and dynamic fields of endeavour
in the age services industry. Awards are judged at a state level
across four categories, with state winners progressing to the
national awards, announced at LASA National Congress.
Our 2020 LASA Excellence in Age Services Awards were
conducted from the beginning of the year and announced
in October. For more information visit: www.lasa.asn.au/
excellence-in-age-services-2020
LASA thanks HESTA as our National Sponsor for the
Excellence in Age Services Awards.

Organisation Award Recognising a provider who has
made an outstanding contribution to care and services
development, or provision of high level support by
demonstrating leadership, innovation and excellence.

Team Award Recognising a team that has created an
environment that encourages workplace diversity, positive
workplace culture and increased staff wellbeing by
developing a service or process, or using innovation and
initiative to improve the lives of older people.

Individual Award Recognising an individual who has
made an outstanding contribution to age services, has used
innovation and initiative to improve the lives of older people
and has delivered high quality care to the aged.

Rising Star Award Recognising an individual with less
than five years industry experience who has made an
outstanding contribution to age services, has used innovation
and initiative to improve the lives of older people and has
delivered high quality care to the aged.
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MEDIA &
COMMUNICATIONS
LASA is now considered a flagship for the age services
industry and the go-to ‘voice of aged care’.
Proactive media and communications along with solutionsfocused advocacy led to a sharp increase in media
engagements across television, radio and print. This included
an appearance on the ABC’s Q&A program.
There was strong media interest in LASA’s National Congress
in October 2019, with more than 20 articles and interviews
and almost 25,000 Twitter impressions as well as increased
engagement on Facebook and LinkedIn.
A major press conference held during the Tri-State
Conference in March 2020, held in Albury NSW, attracted
strong interest, particularly from regional media.
Matters related to COVID-19 and aged care generated
significant media enquiries, as well as widespread
commentary from LASA’S CEO.
We also provided support to Members who requested advice
and guidance in relation to media engagement, particularly
those experiencing outbreaks of COVID-19.
Our Media & Communications team worked around the
clock to keep Members updated on the dynamic COVID-19

situation, with Health Updates prepared daily during the
peak pandemic period in Australia. Our Health Updates
were emailed direct to Members, and contained the latest
jurisdiction-specific information and up-to-date government
directives, as well as links to valuable resources. There were
a total of 65 Health Updates emailed up to 30 June 2020.
We also delivered valuable information online and made
ongoing adjustments to the COVID-19 resources page of
LASA’s website as new information became available. Many
resources, including templates to assist providers in their
COVID-19 communications with clients and families, were
prepared in-house. From April to June 2020, there were
4,690 documents downloaded from our website and 3,957
click throughs to the Department of Health website, as
providers turned to us for accurate information on COVID-19.
We continued our strong performance in keeping Members
informed on a range of other relevant issues, with daily
Media Watch emails and ad hoc communiques to CEOs,
EDMs, fortnightly eNews bulletins and regular eAlerts, plus
Royal Commission Updates and Hearing Summaries.
Our quarterly industry magazine Fusion continued to prove
popular, with a new regular contribution from the Aged Care
Quality and Safety Commissioner.
The Media & Communications team also provided a
high level of support internally. Notable projects included
media, marketing and communications for LASA events
as well as initiatives like the LASA Mentoring Program and
Membership recruitment drive.

LASA CEO Sean Rooney held a press conference during the Tri State 2020 Conference.
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Aged Care Employee Day 2019
On Wednesday 7 August 2019, we hosted Australia’s
inaugural Aged Care Employee Day—a day to say thank you
to the more than 365,000 dedicated people who care for
and support around 1.3 million older Australians. From the
southernmost aged care organisation situated in Tasmania to
urban and regional operators on the mainland, they marked
the occasion with their own unique style—and about 10,000
Aged Care Employee Day badges! Whiddon—which initiated
Aged Care Employee Day as an internal event in 2018—was
proud to celebrate the expanded national event with their
teams across New South Wales and Queensland. LASA
provided support through a dedicated website, marketing
and communications collateral including thank you cards and
badges for staff, and the generation of media.

The team at Whiddon Kelso in regional NSW enjoyed a picnic
lunch event to celebrate their special day.

Thanks for caring

Media & Social Media
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%

60%

Broadcast media

3,183 Twitter followers
5,030 tweets

Online media

5%

14,723 Facebook followers
618 posts
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180%

220%

93 YouTube followers
6,900 views ↑33%
274 views
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86%

8,137 LinkedIn followers
10,975 views

Communications

65 issues

62 issues

25 issues

364,277 total opens
94,412 total clicks

186,462 total opens
15,265 total clicks

69, 153 total opens
16, 313 total clicks

221 alerts

17 issues

5 sent

8 issues

562,161 total opens
63,416 total clicks

24,709 total opens
3,622 total clicks

3,285 total opens
444 total clicks

42,399 total opens
3,838 total clicks

250 sent

14 edms

385,684

total page views

LEGISLATIVE UPDATE

13 communications

8 updates

4,789 total opens
139 total clicks

15,215 total opens
402 total clicks

11,159 total opens
1,303 total clicks

Year on Year Cumulative LASA Media
Coverage Comparison
3500
3000
2500
2000
1500
1000
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0

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
LASA Broadcast 19-20

LASA Online 19-20

LASA Broadcast 18-19

LASA Online 18-19

Dr Norman’s Swans informative videos for the age services
industry proved popular.

4
Fusion
Magazine
published
COVID-19 Web pages
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We thank our LASA Members, LASA
Affiliates, partners, sponsors and supporters
for their valued contribution in 2019-20
and look forward to working with you
and for you in 2020-21.

Please contact LASA if you would like to know more
about us and how we can assist you in the age services
industry. We look forward to hearing from you.
Member Support Team
Phone: 1300 111 636
Email: members@lasa.asn.au
LEADING AGE SERVICES AUSTRALIA LTD
First Floor, Andrew Arcade
42 Giles street Kingston ACT 2604
Phone: 02 6230 1676
Fax: 02 6230 7085
Email: info@lasa.asn.au
www.lasa.asn.au
ABN 71 156 349 594

