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WHO WE ARE

Our Strategic Objectives

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

Be the credible
and authoritative
voice of aged care
representing the views
of our Members for
the benefit of older
Australians.

We are proud to be a strong voice and a helping hand for
our Members and Australia’s age services industry.

LASA CEO Sean Rooney advocated for the interests of aged
care providers and the welfare of older Australians in a range
of media stories during 2020-21.

Build sector
capability and
sustainability
by delivering
valued services
and support to
Members.

Lead continuous
improvement
by promoting
and celebrating
excellence and
innovation in age
services.

Our Purpose
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.

Association Award
In 2020, LASA’s leadership and service to the age
services industry was acknowledged with a Runner Up
accolade in the Associations Forum Association of the
Year Awards, recognising LASA’s outstanding work in
a challenging year.

Deliver value
for money for
Members and
Affiliates.

Be a high
performing,
respected and
sustainable
association that
cares for our
purpose, our
Members and
our people.

“On behalf of my team and I here at Lyndoch Living, I wanted to reach out and send
congratulations your way on winning the Silver in the National Association Awards. 2020 has
been an incredibly challenging year for all of us and if nothing else, this year has shown us
how tremendously important it is to have a peak body like LASA behind us. Peak bodies not
only have to support their members in their daily operations but also be the face and voice
to the public and Government, which LASA has excelled at.”
—Doreen Power, CEO, Lyndoch Living
Leading Age Services Australia Annual Review 2020-21
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A MESSAGE FROM THE CHAIRMAN
In 2020-21 we have seen LASA take key leadership roles
on aged care reform and the protection of our vulnerable
older Australians against COVID-19.
As the ‘voice of aged care’ LASA has been at the forefront
of forming a new, unified approach among age services
representative organisations in the shape of the Australian
Aged Care Collaboration (AACC).
The AACC successfully placed in the public mind the
urgent need for meaningful action on the final report of the
Royal Commission into Aged Care Quality and Safety.
LASA and the AACC played a pivotal role in making the
stalled COVID-19 vaccination rollout happen for older
Australians living in residential aged care and the staff who
care for them. Similarly, LASA’s work continues in seeking
supports for all home care workers.
Through its involvement in these key issues, LASA has
further strengthened its position as Australia’s leading
representative of age services providers. During 202021 LASA CEO Sean Rooney regularly featured as
spokesperson for LASA, the AACC and the industry.
While the pandemic affected every facet of LASA’s work,
our Executive Management Team moved quickly to make
a priority of providing Members with information and
guidance on COVID-19. LASA worked closely with the
Federal Department of Health and State/Territory Health
Departments to develop guiding principles for single site
working arrangements and other protocols, as well as
materials to support Members.
An essential element has been our email communications
to Members, keeping them up-to-date on the latest
COVID-19 requirements. Our team worked tirelessly to
produce Health Updates daily for much of the year.
LASA’s input on the needs of the aged care sector in
protecting aged care recipients and their staff were
actively sought by governments during this time.
While keeping pace with COVID-19 developments our
team have maintained their involvement on behalf of
Members, and have had influence on a range of issues
including the development of the Serious Incident
Response Scheme and the interface between NDIS
and aged care.
On the crucial issue of aged care reform following the
Royal Commission final report, LASA staged a forum
‘Aged Care Transformed’ which had nearly 900 virtual
attendees.
The forum was among many online events held to keep
Members and other interested participants informed about
significant changes affecting the age services industry.
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LASA has also been involved in many partnerships during
the year including the Victorian Government’s Support
Residential Services Training Program; and the single site
workforce Guiding Principles Support Hub for residential
aged care.
The value of these services has seen LASA exceed its
membership growth goals for the third year running as
our team continues to support our Members and provide
guidance through these momentous times.
I look forward to seeing LASA, and the AACC, continue to
take a leading role in meeting the needs of our Members
and all in the age services industry in the future.
I am pleased to present our Annual Review.

Dr Graeme L Blackman AO FTSE FAICD
Chairman

LASA Board of Directors
We thank our capable LASA Board for their astute guidance through a challenging year. Our Board offers valuable expertise
in policy, business, finance, governance, marketing, 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 (Deputy Chairman). Front row: Kerri Rivett, Nick Loudon, Christopher How.

National Sponsors
We thank our National Sponsors Aware Super,
HESTA and Health Generation for their tremendous
support for LASA and the age services industry.

“LASA has assisted our service to implement
required strategies and adapt them to
achieve desired results. The aged care
industry, particularly for approved providers,
can be particularly demanding at times and
LASA has handled these diverse pressures
with diligence, exuberating professionalism
at all times. As a result of the services
provided by LASA, our team has developed
not only the foundations required for strong
governance frameworks, but importantly an
adaptive and robust organisational culture.”
—Nicholas Maksymow, Managing Director,
Fairmont Aged Care Centre
“We have always received prompt expert
advice and support. LASA has guided our
organisation to fulfil our legal obligations.”
—Lynda Walker, Administrator,
Barwo Homestead
Leading Age Services Australia Annual Review 2020-21
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A MESSAGE FROM THE CEO
LASA has worked tirelessly during 2020-21 to serve
our Members through public advocacy, liaison
and consultation with governments and other key
stakeholders to ensure our age services industry is
enabled to provide the safest, highest quality care for
vulnerable older Australians.
Although the thought that we would be facing another
year of the COVID-19 pandemic with the particular
threat that it presents to aged care was not entirely
unexpected, it has been an exceptionally challenging
year for our Members.
Thankfully, we can look back at the year and see that
the hard work by our Members, supported by LASA,
saw them better prepared to protect their residents and
care recipients with improved infection control protocols,
supplies of Personal Protective Equipment, and an
evolving Visitor Access Code.
But there was frustration too with the slow rollout of
vaccines for aged care residents and the workforce,
despite both being named a national priority for
vaccination at the start of 2021.
Pleasingly, we received extensive positive feedback and
expressions of appreciation of LASA’s leadership, advocacy,
advice and support of Members throughout the pandemic.
Our Member satisfaction remains strong as reflected in the
second of our new LASA Quarterly Pulse Survey which
shows satisfaction at 91% which is more than 10 per cent
better than similar benchmarked organisations.
While the pandemic came to dominate much of our dayto-day work in aged care, the hottest topic of the past year
has been the conclusion and final report of of the Royal
Commission into Aged Care Quality and Safety.
Having concluded its public hearings in late 2020, the
Commissioners prepared their final report over the
summer and delivered 148 recommendations in February,
signalling a major overhaul of aged care in Australia. It
presented us with a once-in-a-generation chance to shape
our aged care future.
LASA worked with other national associations to form the
Australian Aged Care Collaboration (AACC) and selected
15 priority areas for reform based on the final report. We
then launched ‘It’s Time to Care About Aged Care’, a national
campaign aimed at placing maximum pressure on the
Federal Government to deliver in the May Federal Budget.
This campaign was only possible due to the financial and
operational support of many of our Members.
The AACC—comprising LASA, Aged & Community Services
Australia, Catholic Health Australia, Anglicare Australia,
UnitingCare Australia and Baptist Care Australia—kept the
report in the public eye and targeted marginal electorates,
garnering more than 50,000 signatures of support for a
petition which was presented to the Government.
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The result saw a Budget response of a $17.7 billion
package of aged care funding and a ‘five pillars’ of reform
plan to be implemented over five years. Notwithstanding,
LASA called the Government to account on some key
elements that were not adequately addressed.
LASA began working immediately with Government and
other sector organisations on the details of the reforms
and implementation planning.
There is much work ahead of us to make these reforms
happen. This will involve significant change to the design
and implementation of home care and residential care.
LASA will continue to support our Members as these
reforms roll out so that they can go on delivering the high
quality care for older Australians.
We will continue to position LASA so that we have a seat
at the table as these reforms are implemented, ensuring
our Members have a strong voice and a helping hand.
I want to give my sincere thanks to the Board, Executive and
all LASA staff for their work in service of our Members in
2020-21. And, thank you to our Members for the confidence
and trust you place in LASA. We look forward to working
with you and for you throughout 2021-22.

Sean Rooney
Chief Executive Officer

MEMBER SERVICES
Our Members
LASA represents providers of age services of all
sizes—large, small, multi-site and single-site—from the
residential aged care, home care, retirement living and
seniors housing sectors.
We are dedicated to meeting the needs of our 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

53% not-for-profit providers
39% private providers
8% public providers

 value for money by delivering our services and support
efficiently and effectively.
More than half of our Members operate in major cities,
and the remainder are from regional Australia, including
remote and very remote locations. With Members
nationwide, in 2020-21 we were particularly pleased
to expand our Membership base in Tasmania and the
Northern Territory.
In 2020-21, we established a Membership Charter Panel
of Members following the development of materials to
support the implementation of our Members’ Charter.
Our Charter, developed in consultation with Members
in 2019, outlines a shared vision for age services in
Australia, and establishes a set of principles for LASA
Members. It also provides a statement of commitment for
LASA Members to abide by—laying an explicit foundation
for organisations whose shared focus is to realise high
standards of quality and service for older Australians.

67% single-site providers
33% multi-site providers

This year, we also began our new LASA Quarterly
Member Pulse Survey and RATEIT Dashboard, to
increase the frequency of Member feedback and better
understand our Member experience. We were delighted
to receive a Member satisfaction rate of 91 per cent,
which is more than 10 per cent better than similar
benchmarked organisations.
Our retention of Members and growth in Membership
means we are now the largest Industry association for
age services providers in Australia.

“We exist to inspire people to want to care,
enable people to properly care and enhance
life through care. Because how we care for
our ageing is a reflection of who we are
as a nation.”
—LASA Members’ Charter

64% major cities
21% inner regional
13% outer regional
1% remote
1% very remote
LASA supports age services providers from the
not-for-profit, private and public sectors—meeting
the needs of both large and small operations.
Leading Age Services Australia Annual Review 2020-21
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LASA Affiliates
Our Affiliate program connects relevant businesses with
aged care service providers, with two-way benefits.
In 2020-21, we saw an 11 per cent increase in Affiliate
membership, in line with our strengthening position as
the ‘voice of aged care’. LASA Affiliates provide a range
of products and services compatible with aged care.
They are promoted on our Affiliates Directory, where
LASA Members can access special offers. We value the
relationship we have with our Affiliates, and we applaud
their commitment to support a better ageing Australia.

Member Support
& Advisory Service
LASA’s Member Support Team includes specialists
from residential care, home care, retirement living,
media, communications, policy and advocacy, and State
Membership Teams—providing one-to-one support
and guidance.
As the COVID-19 pandemic continued, our State Managers
stepped up their support for Members, and our Member
Support Team participated in Member engagement
webinars on a regular basis, providing live question and
answer support, in lieu of face-to-face meetings.
We also continued to engage with our Members on issues
of national and local importance, in order to effectively
advocate on their behalf.

Key activities in 2020-21:
 Providing support for 2,001 residential care
enquiries, 1,630 home care enquiries and 335
retirement living enquiries.
 An expansion of support for the challenges faced
in relation to the aged care and disability interface,
responding to 138 Member enquiries, establishing
a community of practice, developing the
Comparing Aged Care/NDIS Funding survey and
report, and augmenting this with strong advocacy
regarding the duplication of administrative and
regulatory processes.
 Running online Age Services Industry Forums and
online home care, residential care and retirement
living advisory groups.
 Continuing to engage with State Member
Advisory Committees to provide the LASA Board
with policy and advocacy issues of strategic
importance to Members and provide feedback on
issues of significance referred to the Committees
by the Board.

COVID-19

LASA Affiliate
Service Directory
LASA has compiled a list of useful services,
products and technologies to support you
and the people you care for through the
COVID-19 pandemic.

A strong voice and a helping hand for
all providers of age services

Affiliate Services
Online Directory

3,000+
Views
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 Launching a National Meeting of State Member
Advisory Committees (bi-monthly) in July 2020,
ensuring Members are represented in matters of
national importance.
 Establishing online Communities of Practice,
supported by LASA subject matter experts, made
up of individuals with shared interests for the
purposes of informing and educating Members.
We established 19 different Communities of
Practice, with a total of 1,263 participants.

LASA Advisory Group Meetings

69

residential
care

42

24

home
care

retirement
living

3

finance

3

property
development

21

State Member
Advisory
Committee

66

Workplace
Relations
Advisory Group

LASA Communities of Practice

LASA VIC/TAS Residential
Aged Care Community

130

LASA Leadership
Program Community

29

innovAGEING Age Services
Providers Community

24

innovAGEING Scale Ups/
Start Ups Community

74

LASA Next Gen:
Leadership

20
40

LASA Infection
Prevention Control Leads

125

LASA Next Gen:
Ambassadors

LASA NSW Residential
Aged Care Community

41

LASA Aged Care
Reform Forum

125

LASA Next Gen:
Community Partners

15

LASA WA Residential
Care Community

26

LASA Restrictive Practices
Legislation Group

148

LASA Next Gen:
Attraction

21

LASA NSW Home
Care Community

59

LASA SIRS
Forum Group

160

LASA Next Gen:
Engage & Develop

20

111

LASA Aged Care and
Disability Interface

136

LASA Next Gen:
Events & Comms

18

LASA WA Home
Care Community
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Employment Relations
Advisory Service
Our Employment Relations Advisory Service puts
Members in touch with LASA staff who provide timely
access to practical and professional guidance in the
management of day-to-day human resource matters.

One-to-one Support

2,001

1,630

335

2,000

residential care
enquiries

home care
enquiries

A valuable Member benefit, advice is available over the
phone or via email, and includes a range of employment
relations matters including interpretation of legislation
and industrial instruments, guidance through complex
employment relations cases (such as performance
management and misconduct investigations), and drafting
and reviewing employment documentation.
In 2020-21, we also advocated for Members through
our participation in the Aged Care Workforce Industry
Council’s workforce planning working group, and before
the Full Bench of the Fair Work Commission in relation
to the Four Yearly Modern Award Review, Paid Pandemic
Leave and the three Work Value Cases.

Key activities in 2020-21:
 Actioning more than 2,000 unique requests
for assistance.
 Continuing our work on the new LASA Model
Enterprise Agreement bargaining process with
NSW Members.
 Assisting Members to prepare individual
enterprise agreements.
 Representing Members through the conciliation
phase relating to unfair dismissals before the
Fair Work Commission.
 Delivering training in relation to industrial
instruments.
 Conducting reviews of employment relations
matters (payroll audit, review of human resources
policies and review of wage rates).
 Assisting Members with direct involvement
in workplace investigations and restructure
consultation processes.
 Providing Members with regular advice and
updates through LASA advisory groups, industry
forums, webinars, direct email communications and
the expanded Workplace Relations Advisory Group.
 Providing Members with employment relations
assistance for single site workforce arrangements
as part of COVID-19 risk management, ensuring
that implementation of single site working adhered
to the appropriate regulatory requirements.

10
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retirement living
enquiries

employment
relations
enquiries

Workforce Benchmarking
In 2020-21 LASA, in partnership with Mercer Consulting
Australia, undertook the first Aged Care Workforce
Benchmarking Survey and developed a baseline Aged
Care Workforce Benchmarking Report, to provide
valuable workforce insights for government, the age
services industry and individual providers. The survey
provided useful comparison data on CEO remuneration,
agency costs, staff turnover and work health and safety
performance, to support strategic planning initiatives for
individual providers.

COVID-19 Member Assistance
Throughout 2020-21, LASA continued to provide targeted
Member support in relation to COVID-19 health and
regulatory matters. This was a significant focus of our
internal LASA COVID-19 Taskforce.
LASA also advocated for the age services industry on a
range of COVID-19 issues, including the Commonwealth’s
vaccination program.
Specific COVID-19 Member support:
 We actioned more than 800 unique Member enquiries
to our dedicated health@lasa.asn.au email address.
 We raised 92 Member concerns with the Commonwealth
Department of Health through the Issues Log, in addition
to State-based representation from State Managers.
 We sent 126 Health Updates capturing media, advocacy,
information and resources in relation to COVID-19,
some of which were supplemented with State-based
eAlerts. These resulted in 481,150 total opens and
199,031 total clicks for more information.

 We managed a dedicated webpage, which was updated
daily with resources, information and FAQs, where aged
care providers could also submit questions.
 We developed the Single Site Guiding Principles Support
Hub, in conjunction with Aged & Community Services
Australia, to provide information and resources on setting
up single site workforce arrangements, for providers
located in Commonwealth-declared hotspot areas.
 We worked to provide workforce support to providers
with staff shortages, through the Aged Care Assistant
Employment Program.
 We developed media resources, including a suite of
short informational videos with Dr Norman Swan.
 We established a new Community of Practice for
Infection Prevention and Control Leads involved in the
management of COVID-19.
 We provided significant individual support to Members
responding to media scrutiny in light of the major
COVID-19 outbreak in Victoria.

 We developed resources for Members, such as
information on the COVID-19 and influenza vaccine,
template letters and media statements.
 We held Lessons Learnt webinars, focusing on lessons
learnt in residential care and home care, including
a webinar with Professor Lyn Gilbert and Adjunct
Professor Alan Lilly, the co-authors of the state and
facility specific reviews into COVID-19.
 There were frequent updates of online Lessons Learnt
resources, providing vital information for providers
on the basis of the experience of other providers with
cases of COVID-19 or in hotspot areas.

We were pleased to work with Dr Norman Swan on informational
videos for aged care providers.

Pandemic Support

126

Health Updates

92

Issue logs to
Government

9,563

Covid-19 resource
downloads

199,031
clicks for
further info

PPE Portal

Helping Members to access
PPE that was in short supply

9,418

Covid-19 resources
webpage visits

IPC Leads
Community
of Practice

Webinars,
Industry Forums,
Advisory Groups

Affiliates Directory

20

crisis media
support requests

Advertising Affiliate services
and Member offers related to
the pandemic

800+

enquiries to
health@lasa

Covid-19 Resources:

Lessons learned
Covid at the coalface
Flu vaccination factsheet
Single site working templates
Checklists
Communication templates
Checklists

Leading Age Services Australia Annual Review 2020-21
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Consultancy Services
Our consultancy services provide in-depth business,
human resources and operational analysis and support—
including reviews, audits, document preparation and
personalised education and training.
We also offer professional, cost-effective and accurate
outsourcing for payroll processing, and comprehensive
reporting for each pay cycle. With our understanding
of modern and older awards as well as the many varied
enterprise agreements, we make sure providers’ staff are
paid accurately and on time. Our services include costing
reports, PAYG tax reports, superannuation, single touch
payroll, online attendance and rostering, fringe benefits
payments, pay reconciliation and deductions.
Our back office support extends to claims and billing,
which includes monthly resident billing, updating
claims on Proda, month-end reporting, means test fee
reconciliation, bond and RAD registers, and payment
statement reconciliation to maximise funding. By helping
providers claim correct funding entitlements, payments
and supplements, providers often see increased revenue.
These services are available to all residential aged care,
home care, and retirement living and seniors housing
providers in Australia, with discounted rates for
LASA Members.

Key activities in 2020-21:
 Safety & Quality Management System.
While regularly reviewing and updating content
to incorporate regulatory changes, we launched a
new Registers feature to support improved provider
practice in managing incidents, feedback, complaints
and improvements, plus a suite of policies and
processes to support ARVAS accreditation for
retirement living providers. We also restructured
content to separate, tailored resources for residential
and home care providers, in addition to enhancing
operational features. Subscriber engagement was
maintained through phone calls, email updates,
on-line training and ongoing help desk support.
We currently have over 200 subscribers.
 Consulting Services. We delivered a range of
consulting services, including:
– compliance support and accreditation audit
preparation and responses;
– sanction rectifications;
– gap analysis, self-assessment support, training,
business planning and transition support to meet
the Aged Care Quality Standards;
– in-house training, systems, document review,
claims protection and appeal support related to
the Aged Care Funding Instrument;
– business development (home care, NDIS,
refurbishment);
– business efficiency support (roster reviews, HR
reviews, utilisation rate reviews);
– home care matters (price setting and disclosure,
reviews, client file audits, Approved Provider
applications);
– reviews of policies and procedures including
development of Diversity Action Plans;

Our Safety & Quality Management System is helping many
aged care providers maintain their compliance.

“LASA has offered time and personnel
at Senior Helpers Conferences and Case
Manager Workshops to provide guidance,
information, to answer questions and
professional support to our organisation.
This continues to strengthen our operating
procedures, service delivery and overall
coordination of our Home Care
Package program.”
—Leonie Mosel Williams RN PhD,
Franchisor & Managing Director, Senior
Helpers Australia
12
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– governance and business improvement
(strategic planning, business divestment
and diversification, document review, board
education and support);
– risk management and Quality Standards training;
and
– customer service education, training and support.
 Payroll Services. We managed a total of 53,898
pays on behalf of our clients; applied the new
modern Award wage increment and Enterprise
Agreement increments for the financial year;
calculated 55 redundancy estimates; completed
year-end statements; and provided one-to-one
support in relation to payroll and superannuation.
 Claims & Billing. We managed 12,500 resident
payments for Members and non-Members and
migrated clients to new cloud-based software.

POLICY & ADVOCACY

Key activities in 2020-21:

With an experienced and highly engaged Policy and
Advocacy Team, LASA connects with all levels of
government involved in aged care.

Our policy and advocacy activity during 2020-21 was
dominated by responses to COVID-19, the Royal
Commission into Aged Care Quality and Safety, and
issues related to financial sustainability within the industry.

We represent our Members by advocating their views
on issues of importance, influencing public policy for
the benefit of the age services industry and the older
Australians supported by aged care providers.

Key actions:

Through our policy and advocacy work, we helped
secure almost $25 billion in additional funding for aged
care initiatives.

In 2020-21, we introduced monthly meetings on aged care
reform with Members and invited experts from LASA’s
Affiliate network, as well as invited academics from the
research community. We also held an online discussion
forum for Members, in order to garner their views and share
information on reforms, and provided a comprehensive
2020-21 Budget Briefing in October 2020.

 During Victoria’s second wave, LASA advocacy led
to the establishment of the Victorian Aged Care
Response Centre and the resolution of issues ranging
from waste management to hospital transfer protocols
and the availability of Personal Protective Equipment.
LASA also led the push that resulted in a second
round of COVID-19 funding ahead of the October
2020 Federal Budget.

COVID-19 Response

 Our work in Victoria led to us playing a role as a major
advocate for the National Aged Care Emergency
Response initiative, which mobilised experienced aged
care staff from areas without community transmission
of COVID-19, to help fill workforce gaps.

LASA played a vital role in the development of the
COVID-19 response in the age services industry, with our
‘Lessons Learnt’ content (drawn from Member feedback)
feeding into government processes including the Victorian
Aged Care Response Centre and the Australian Health
Protection Principal Committee’s Aged Care Advisory
Group. Based on this, we were also invited to deliver a
suite of webinars specific to providers in Victoria on behalf
of the Victorian Aged Care Response Centre.
The Federal Department of Health engaged LASA,
working with Aged & Community Services Australia, for
the rapid establishment of an online COVID-19 Support
Hub for residential aged care providers in Commonwealthdeclared hotspot areas to enable them to enact single site
workforce arrangements. Initially this was developed to
support Victorian providers during the major outbreak in
2020, but later the resources and information became a
valuable tool for all providers in Commonwealth-declared
hotspot areas across Australia, particularly in New South
Wales and Queensland, with materials continuously
updated. The Support Hub is an ongoing project.
We also led the inaugural meeting of the Aged Care
COVID-19 Forum of experts and developed Wikipedia
content on workforce infection prevention and control
measures in relation to COVID-19.

 LASA engaged heavily with the Royal Commission
on a range of topics leading up to the publication
of the Royal Commission final report, including
the home care queue and residential care viability.
We also made submissions on regulatory issues in
Counsel Assisting’s final submission, capital financing
for residential care, financing aged care, system
governance and the aged care health interface.
 LASA led industry-wide advocacy to federal health
and aged care Ministers Greg Hunt and Richard
Colbeck on issues including the COVID-19 vaccine
rollout, NDIS in aged care, the Serious Incident
Response Scheme and other industry reforms.
 We worked with the Australian Digital Health Agency
to develop resources to implement My Health
Record across aged care services.
 We led an Industry Code of Practice Working Group,
conducting stakeholder engagement activities
with peaks, providers, consumer organisations and
unions, to submit a revised Industry Code of Practice
to the Aged Care Workforce Industry Council. The
final Code was launched in February 2021.
 We continued to partner in a number of research
initiatives, including the government-funded End of
Life Direction for Aged Care project and the Registry
of Senior Australians operated by the South Australian
Health and Medical Research Institute.
 LASA provided other advocacy on State-level issues
through our State Managers and our Principal
Advisor for Retirement Living - Seniors Housing,
including advocacy on buyback laws and exit
entitlements in retirement villages, and voluntary
assisted dying laws.

Leading Age Services Australia Annual Review 2020-21
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Aged Care Royal Commission
The Royal Commission into Aged Care Quality and Safety
was established on 8 October 2018, and over the course of
two-and-a-half years, it analysed 10,574 submissions and
heard from 641 witnesses at 26 hearings.
Throughout the course of the Commission, LASA
advocated for our Members for a better aged care system
for our nation, making specific submissions to the Royal
Commission on issues including capital financing; system
governance; program design; COVID-19; redesign of
the aged care system; financing; and Counsel’s final
submissions.
We provided timely information to our Members through
Royal Commission Updates, hearing summaries, precis
and analyses of publications, a Member support service,
and through our own analysis, syntheses and events.

The final report contained 148 wide-ranging recommendations
for the fundamental reform of the aged care system. In its
2021-22 Budget, the Federal Government indicated that 128 of
the 148 recommendations were supported, with a $17.7 billion
reform package. However, the detail for reform was unclear.
LASA called for immediate action to remediate urgent
problems in aged care, such as the home care wait list, and
to support providers to deliver the quality of care to which
they aspire.
We asked for a detailed plan to explain the detail around the
Government’s financial commitments, to help providers and
the wider community to understand how the aged care system
will be transitioned to a transformed, world-class service.
We continue to call for involvement of the age services
industry in the planning process for system-wide reform, to
ensure our once-in-a-generation opportunity will translate
into meaningful actions and tangible outcomes.

Royal Commission Support

Member
Feedback
Surveys

80

Royal
Commission
Updates

860+

Webinars,
Industry Forums,
Advisory Groups

Delegates for Aged
Care Transformed
Conference

10

Pre-Covid-19
Report
Summary

Submissions

Pre-Final
Report
Summary
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49

Hearing
Updates

Including:
Home care
Residential and dementia care
Capital financing
System governance
System redesign response
Funding and financing response
Final recommendations response

Australian Aged Care
Collaboration
In 2020-21, LASA spearheaded the formation of the
Australian Aged Care Collaboration (AACC), a group of six
aged care peak bodies—LASA, Aged & Community Services
Australia, Catholic Health Australia, Anglicare Australia,
UnitingCare Australia and Baptist Care Australia. The AACC
discusses advocacy priorities and joint approaches on key
issues, and aims to ensure political momentum is maintained
to make the systemic changes needed to meet the needs of
older Australians now and into the future.

Submissions
Submissions to government provide an important
opportunity for LASA to advocate on behalf of
our Members, the age services industry and older
Australians who receive care.

2021
Care Workforce Labour Market Study (June 2021)
Senate Inquiry into First Legislative Amendment Response
to Royal Commission (June 2021)
Annual Wage Review 2020-2021 – LASA Post Budget
Submission (May 2021)
LASA Response – Revised Aged Care Financial Report
Consultation (March 2021)
Industry Feedback – Skills IQ Vocational Qualifications
(March 2021)
LASA Response – Improving Industry Engagement and
Qualifications in VET (February 2021)
LASA Royal Commission Synthesis Paper 2019-2020
(February 2021)

A key action of the AACC was a joint advocacy project
leading up to the publication of the Royal Commission’s final
report, the Federal Government’s response and the Federal
Budget 2021.
The media campaign ‘It’s Time to Care About Aged Care’
was very successful, generating support from the community
and maintaining pressure on the government.
Aged care funding announced in the Budget included
$17.3 billion in response to the Royal Commission and
$2.45 billion for additional home care packages, plus
$270 million for other initiatives and $700 million in extra
COVID-19 funding.

2020
LASA Submission to Aged Care Amendment
(Aged Care Recipient Classification) Bill (November 2020)
LASA Submission – Inquiry into the Aged Care
Legislation Amendment (Improved Home Care Payment
Administration) Bills 1 & 2 (November 2020)
Submission Summary: Counsel Assisting’s
Recommendations to RC (November 2020)
LASA Interim Review: Case Management Skill Set
(December 2020)
LASA, Hall & Wilcox, HWL Ebsworth: Submission on RC
Regulatory Issues (November 2020)
Capital Financing Arrangements for Residential Aged Care
(October 2020)
LASA Submission - Aged Care Royal Commission Draft
Home Care Propositions (September 2020)
18 Month Payment of Exit Entitlement (QLD) (August 2020)
Skills IQ: Personal Care Worker Role Re-imagined
(August 2020)
Financing Aged Care: Submission to RC (August 2020)

LASA Submission – Draft National Safety and Quality
Primary Healthcare Standards (January 2021)

Interface Between Aged Care and Other Services:
Submission to RC (July 2020)

LASA Submission to ACSQHC on draft National Standards
for Primary Health Care (January 2021)

Aged Care System Navigation: Submission to RC (July 2020)

Comparing aged care and NDIS support: A funding
analysis (January 2021)

Aged Care System Governance, Market Management,
Roles and Responsibilities (July 2020)
Aged Care Worker Regulation Scheme (July 2020)
Leading Age Services Australia Annual Review 2020-21
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CENTRE FOR WORKFORCE
DEVELOPMENT & INNOVATION
Australia’s ability to support older Australians to live well
and age well is dependent upon the quality of the people
who provide these services. At LASA, we believe that the
workforce is the one essential ingredient in the delivery of
safe, high quality and person-centred age care services.
Our unique position gives us insights into what is needed to
ensure our workforce has the skills, knowledge, competency
and confidence to provide best–practice care services.
LASA established the Centre for Workforce Development
& Innovation to catalyse the transformation of the age
services industry by enhancing workforce capacity,
supporting future leaders, and fostering constructive
organisational change through innovation.
LASA is committed to building capability and
sustainability within the age services workforce. Our
Centre has a national focus of developing workplace
capacity, equipping providers with organisational
capability as well as individual competencies, and
promoting industry workforce solutions.
Our aim is to build skills, knowledge and capability
across the age services workforce; develop and support
emerging leaders; foster and promote innovation in
service design and practice; and embed and celebrate
a philosophy of excellence and innovation in the age
services industry.
A key aspect of our Centre includes professional
development, mentoring support, leadership coaching, and
development of sector innovation capability, along with a
range of organisational and workforce solutions—to support
the age services sector, now and into the future.

Workforce Development
& Training
Working alongside the Vocational Education & Training
sector, LASA offers non-accredited professional
development programs across many topics in age
services, including corporate governance, clinical
governance, leadership, service operations and customer
service excellence—to name a few.
We consult with the Aged Care Workforce Industry
Council, Age Services Industry Reference Committee,
Skills IQ, Human Services Skills Organisation, and the
Commonwealth Department of Health’s Aged Care
Workforce Team, to advocate for the needs of our Members
in relation to accredited training and workforce solutions.
We pursue partnerships with learning institutions, such as
universities and TAFEs, where we can add tangible value.
We also work with Members to develop unique training
offerings suited to their specific organisational needs.
16
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Key activities in 2020-21:
 Aged Care Assistant Employment Program.
LASA developed this program, in partnership with
Altura Learning and Dash Group, to provide a
support role for aged care staff, by accessing skilled
workers displaced from the aviation industry during
the pandemic. Displaced employees were invited
to undergo training and redeployment to residential
facilities to support providers with workforce
shortages. The training and placement program was
developed initially for Victoria and subsequently
opened to other jurisdictions in Australia. A total of
150 placements were made.
 Leadership Development Program. This interactive
program is designed for current and emerging
leaders who wish to develop their self-awareness and
leadership skills, specifically in relation to age services.
Delivered from March 2021, the initiative saw 23
participants strengthen their leadership capabilities,
building capacity in the age services workforce.
 LASA Mentoring Program. With support from age
services leaders acting as Mentors, we conducted
two waves of the LASA Mentoring Program—a fivemonth online training and mentoring program to
support current and emerging leaders in the industry.
There were 68 participants in total, 75 per cent of
whom continued with their mentoring relationships
beyond the end of the structured program.
 Governance in Aged Care Program. LASA
partnered with Governance Institute of Australia to
facilitate professional development in best-practice
organisational governance. The course helps
executives and board members gain insight into their
governance structure, identify risks and find solutions,
to meet regulatory requirements.
 Clinical Governance in Aged Care. We designed
this course in conjunction with qualified clinicians
with expertise in clinical governance.

“The information [on governance] via a
well-prepared PowerPoint presentation,
discussions and Q&A ensured the board
members and executive staff were very well
informed. The experience demonstrated by
both presenters was acknowledged by those
attending the day. All involved stated how
well the day was planned and executed.”
—Lee Martin, Chief Executive Officer,
Tanunda Lutheran Home

innovAGEING
It is a pleasure to host innovAGEING—Australia’s national
innovation network for the age services industry—and we
are proud of Merlin Kong, Head of innovAGEING, who
was identified by the Australasian Society of Association
Executives as one of 14 association influencers for 2020.
In 2020-21, the innovAGEING network expanded to 3,626
participants, including providers, suppliers, researchers,
consumer groups, investors and public sector agencies that
play a role in caring for and supporting older Australians—
with a focus on accelerating innovation, translating ideas into
action, and delivering better outcomes for older Australians.
This initiative is made possible with funding from the
Commonwealth Government, as well as Foundation
Partners the Commonwealth Bank and KPMG Australia,
and Gold Partners Pluss Communities.

01

Key activities in 2020-21:
 Through various initiatives, the innovAGEING
network engaged with and influenced a total of
approximately 5,014 individuals.
 In partnership with Silver Chain, KPMG Australia
and Minter Ellison, we formed a formal consortium
to tender for the Commonwealth’s $35 million
Centre for Growth and Knowledge Translation
tender. We were also included as named partners
in tender bids from Flinders University, the
National Ageing Research Institute, the University
of Melbourne and Monash University. We are still
awaiting a decision on this tender.

02

 We launched the innovAGEING mobile app in
2021, attracting an initial 436 users.
 We delivered 11 webinars through the
innovAGEING Insights webinar series, with a total
of approximately 1,700 registrations.
 innovAGEING held targeted sessions on
excellence and innovation at LASA’s virtual
National Congress 2020.
 We held the second annual innovAGEING
National Awards in 2020. Open to individuals and
organisations, there were six categories (winners
are in brackets):

03
The innovAGEING mobile app was launched in 2021.

– Age Services Innovator of the Year (Kate Weger,
Southern Cross Care SA, NT & VIC)

01
02

– Enhancing Consumer Experience (Guide
Healthcare and Eventide Homes Stawell)

03

The innovAGEING Insights webinar session on customer
experience with Uniting Communities, KPMG Australia,
and residents from U City.

– Improving Consumer Choice (Uniting
Communities)
– Increasing Care and Productivity (PosiSesnse
and St Sergius Aged Care)
– Increasing Access to Care and Services (IRT
Group and Checked In Care)
– Realising Wellness and Reablement (Benetas)

Merlin Kong was recognised as an AuSAE Association
Influencer 2020.

3,626
Participants

5,014

Engagements
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Events
With the ongoing pandemic and running lockdowns,
LASA developed a fully integrated online event platform
to ensure continuing engagement with Members through
virtual events. In order to do this, the Events Team worked
hard to find the latest and most effective methods to
deliver online content.
The high registration numbers for our webinars
demonstrated the desire to acquire information, get
support and remain connected with one another,
particularly while age services providers were facing
significant operational challenges.

Key activities in 2020-21:
 LASA delivered a total of 161 virtual events—
including online workshops, forums, webinars
and two conferences, as well as the innovAGEING
and LASA Next Gen events—which were attended
by a total of 19,239 people.
 The National Integrated Seniors Housing conference
was the first of our conferences to be held on
a virtual platform, in August 2020. The one-day
program saw 16 experts from the retirement village
sector deliver engaging and informative sessions
to 115 participants.
 LASA’s virtual ‘Ten Days of Congress’ in October
2020 provided an opportunity for Members to
reconnect and build their knowledge through an
online format, over a period of 10 days. The online
format allowed them to access seminars at their
own pace, and participants were also given access
after the event. The 705 participants were able to
engage with more than 200 presentations as well
as a virtual trade hall.
 Our most popular events included a webinar
delivered on behalf of the Victorian Aged Care
Response Centre that attracted 2,880 participants;
a webinar on single site workforce arrangements
in Victoria with 755 participants; LASA’s post
Budget webinar with 711 participants; and a webinar
on COVID-19 vaccination in aged care with
706 participants.

16

Age Services
Industry Forums

670

total
attendees

18

81

Workshops

1,415
total
attendees

5

Virtual Forums/
Congress

1,984
total
attendees
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“I really wanted to let you know that I
absolutely loved the LASA webinar today.
We all did here. Your convening was A1 and
the comments and discussion—just perfect
for us as we lead into strategic planning for
the next couple of years. Thanks so much.”
—Catherine Balfour-Ogilvy, Manager
Mission & Strategy, Country Home Services

4
2

State
National
Virtual Award
Presentation
Screenings

50

8

Free Member
Webinars

LASA Next Gen
Events

total
attendees

total
attendees

14,874

273

LASA Next Gen

LASA Awards Program

LASA Next Gen is an innovative national initiative
designed to attract and retain young leaders and
professionals in the age services industry, by providing
engagement activities and support to the under-40
workforce and by promoting age services careers
to job seekers.

LASA is committed to building capability and sustainability
within our industry, while encouraging continuous
improvement by promoting and celebrating excellence and
innovation in age services.

The LASA Next Gen program includes the LASA
Next Gen Forum, the LASA Next Gen Blog, toolkits,
engagement sessions, community partnerships and
an Ambassador Program.

Our prestigious awards program provides an effective
way to showcase best-practice work in the industry,
and encourages all providers to continue to strive for
excellence in the delivery of aged care in Australia.
The awards also aim to increase public confidence,
awareness and involvement in aged care and services.
LASA runs the following awards each year:

Key activities in 2020-21:
 Ambassadors. There are now 61 LASA Next
Gen Ambassadors in the program. From across
Australia, these young leaders are being supported
to develop their careers and capabilities, and in
their role as Ambassadors they are providing
encouragement and inspiration to other young
aged care professionals.
 Forum. We conducted the LASA Next Gen
National Forum online in May 2021, which
included promotional sponsorship from Bank First.
The half-day event was designed to share
industry information, build leadership skills and
provide networking opportunities. It attracted
62 participants from across Australia, with
100 per cent of participants saying they would
recommend the event to others.
 BeNext Sessions. Monthly BeNext Sessions,
supported by Ausmed, attracted a total of 221
participants throughout the year. The sessions
provide an opportunity to initiate conversations
with emerging leaders about career pathways
and highlight industry leadership.
 Community Partnerships. We established
five Community Partnerships with Healthcare
Australia, HealthStrong, Above & Beyond Group,
Churches of Christ in Queensland, and IBIS Care.
These partnerships expand the level of support
we can offer LASA Next Gen participants.

 LASA Excellence in Age Services Awards. These
awards aim to promote and recognise excellence across
the industry, celebrating the passion, contribution and
achievements of organisations, teams and individuals
in the service of older Australians. They are sponsored
nationally by HESTA and co-sponsored in QLD by
McCullough Robertson.
 LASA Retirement Village Manager of the Year Award.
This award aims to promote and recognise excellence
across the seniors’ housing and retirement living industry.
The award celebrates the passion and achievements of
managers who continually maintain high standards in
customer service, sales and marketing, complaints and
dispute resolution, and robust operational management
processes across their retirement community. It is
proudly sponsored by Mullins Lawyers.
Our 2020 winners:
 LASA Organisation Award – Princes Court Homes,
regional Victoria
 LASA Team Award – Collaborative Leadership Model,
Maurice Zeffert Home, Perth
 LASA Individual Award – Keyur Anand, St Anna’s
Residential Care Facility, Adelaide
 LASA Rising Star Award – John Sison, Churches of
Christ in Queensland
 LASA Next Gen Award – Simon Kerrigan, Guide
Healthcare (NSW, ACT, VIC)
 LASA Retirement Village Manager of the Year – Lauren
Jackson-Brown, Linton Village RSL LifeCare, regional
New South Wales

441

participants at
BeNext Sessions

61

Next Gen
Ambassadors

5

Next Gen
Community
Partners

Leading Age Services Australia Annual Review 2020-21

19

MEDIA & COMMUNICATIONS

LASA is now the most prominent point of contact for media stories about aged care.

The Voice of Aged Care

Social Media

At LASA we acknowledge our important role and
responsibility as the ‘voice of aged care’ in Australia—for
our Members, the wider age services industry, and the
older Australians who receive support.

Social media engagement is an important part of LASA’s
communications strategy, and we saw an increase in
followers with the greater awareness and media focus on
aged care throughout the year, along with our consistent
social media presence.

Throughout 2020-21, our CEO Sean Rooney led the
national agenda both on behalf of LASA and as a
spokesperson for the Australian Aged Care Collaboration—
and we are now approached for media commentary on all
issues related to aged care in Australia.

While we continued to engage with our followers on
Facebook and Twitter, the significant increase in LinkedIn
followers demonstrates our strengthening position and
relevance as an industry leader.

Our proactive media and communications solutions during
the year were largely focused on advocacy in relation to
key issues including COVID-19, the COVID-19 vaccine
rollout, the Royal Commission, industry reform, workforce
matters and funding challenges.

Media

3,472

We saw significantly increased media coverage of LASA
and our CEO throughout the period, particularly on radio,
TV and the major metropolitan news publications, including
opinion pieces in The West Australian and The Age.

15,281

We were delighted to secure more than 1,000 broadcast
media articles this year, up 12 per cent compared with last
year. Since most coverage was syndicated across different
publications and media stations, the actual figures are
much higher.
There was also increased mainstream television exposure,
with our CEO appearing on various programs including
Sunrise (Channel 7), Studio 10 (Channel 10) and news
programs on all mainstream channels as well as Sky News.
Our national campaigns Aged Care Employee Day and
The Big Christmas Sing-A-Long enjoyed widespread
coverage across broadcast media, while trade and
mainstream media covered our National Congress and
aged care reform events.
20
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Twitter followers

Facebook followers

11,137

LinkedIn followers

166

YouTube followers

up

9%
up

7%
up

37%
up

78%

Communications
The voice of aged care
Summer 2020 | www.lasa.asn.au

At LASA we are committed to supporting our Members by
providing informative and timely dialogue on all matters
related to aged care.

PREPARING FOR CHANGE

Steering for success in our aged care revolution

Our Communications Team delivers a range of
comprehensive Member engagement communications
to keep aged care providers up-to-date with the latest
developments that may impact their work, and alert them
to beneficial opportunities.
We work with LASA subject matter experts and
government departments to ensure our communications
are accurate, timely and relevant, to offer the best valueadd to our Members.
By keeping our website current, we offer another way
to access information as needed. The most commonly
accessed pages on the LASA website in 2020-21 were the
COVID-19 resources page and our events page.

4

IN THIS
ISSUE

FUSION
ISSUES

Autumn 2021 | www.lasa.asn.au

AGED CARE: AUSTRALIA’S NEW PRIORITY

Making Australia the best place in the world to age well.

n
n
n
n
n

How to realise a new aged care system
Trained aged care support workforce now available
Meeting changing regulations and expectations
Untapped potential of technology in aged care
The important role of allied health

MEET OUR
AWARD
WINNERS
FOR 2020!

Winter 2021 | www.lasa.asn.au

MAKING HISTORY

THE ROAD TO A BETTER AGEING FUTURE

#CareAboutAgedCare

In 2020-21 we delivered:

7 August 2021

23 ISSUES
53 ISSUES
10

ISSUES

211 ISSUES
11 ISSUES
126 ISSUES

ROYAL
COMMISSION
FINAL REPORT
BUMPER
ISSUE!

What the experts say about aged care today and into the future.
How to stay ahead of changing regulations.
Innovative models of management and care.
Technologies that support safety and quality.
How to build an effective workplace culture.

SAVE THE
DATE!

Budget building blocks for aged care transformation
Young leaders want to see workforce issues addressed
LASA Workforce Benchmarking Report for strategic planning
More support needed to boost allied health in aged care
The value of technology in aged care system redesign

‘It’s Time to Care About Aged Care’
The LASA Media Team spearheaded media for the AACC’s
‘It’s Time to Care About Aged Care’ campaign, working
closely with a media agency.
LASA took responsibility for all social media posting
and monitoring, and in conjunction with the agency, we
achieved significant media coverage for our spokespeople
LASA CEO Sean Rooney and former Aged & Community
Services Australia CEO Pat Sparrow.
We drafted all Member communications on behalf of the
AACC, and promoted the campaign petition across AACC
and LASA social media channels.
The online petition associated with this campaign was
signed by over 50,000 supporters.

25 ISSUES
40 ISSUES
11 ISSUES

The ‘It’s Time to Care About Aged Care’ campaign gained
significant media coverage and community support.
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It was our second year hosting Australia’s Aged Care
Employee Day, on 7 August. The day provides an
important opportunity to celebrate the enormous efforts
of aged care employees who support older Australians.
The 2020 event saw collaboration with peak aged care
bodies and included video messages from industry leaders
and politicians, including Minister Greg Hunt, Minister
Richard Colbeck and Prime Minister Scott Morrison.
We secured several media opportunities on broadcast
television, which allowed us to promote some of the valuable
initiatives being conducted by LASA Members, including
Bolton Clarke in Brisbane and Alwyndor in Adelaide.
In total, our media engagement for the event generated
1,373 broadcast media articles, 419 online articles, 1,585
social media posts or shares, and over 20,000 video views.
The Prime Minister’s video was viewed 92,000 times.

02
05

1,373

Broadcast Articles
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1,585

Social Media Posts/Shares
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The Prime Minister showed his support for aged
care workers.

02

Beth Davidson-Park of Alwyndor in Adelaide joined
Wellness and Therapy client Lyn Rosser for Fitball
Drumming on Studio 10.

03

Channel 7’s Sunrise featured a special tribute to ACED
2020 on their Feel Good Friday segment.

04

Channel 10’s Studio 10 crossed live to the award
winning Let’s Dig in Team from LASA Member Bolton
Clarke in Brisbane.

05

Staff from LASA Member Larrakia Nation aged care team
in the Northern Territory celebrating in style.

20,000+
Video Views

Messages of support from
prominent Australians

419

Online Articles

The BIG Christmas

01

02

03

LASA, working with the Royal Freemasons’ Benevolent
Institution and Aged & Community Services Australia,
coordinated the Big Christmas Sing-A-Long, in response
to the COVID-19 pandemic and lockdowns, to bring some
Christmas cheer to aged care residents and provide them
with hope.
The online Big Christmas Sing-A-Long was a great
success, watched live by up to 500,000 older people on
17 December 2020, across Australia and around the world,
along with their families and care staff.
The superbly produced two-hour show—hosted by Studio
10 and Ten News presenter Narelda Jacobs—secured
almost 700 tickets to be watched in aged care homes,
retirement villages, home care services and hospitals.
The nearly $6,000 in funds from these sales were given
to the Support Act Music Charity emergency appeal,
providing crisis relief and mental health support to artists,
crew and music workers who have been impacted by the
COVID-19 crisis.
All artists donated their time, including Normie Rowe AM,
Johnny Young, Ernie Dingo, Beven Addinsall, Paris Irwin,
Angus Gill, Phil Walleystack, Narelle Belle, Marjory Wood,
the Starfish Vocal Studio, the Brent Street Performing
Arts Centre, the Salvation Army Band, the Viva La Musica
Community Choir and Coro Innominata.

500,000+
watched the show

700

facilities broadcasted
to residents
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It was a pleasure to have Angus Gill join us.

03

Johnny Young, pictured in the studio with Beven
Adinsall, was one of the first to get involved.

04

Normie Rowe and the Viva La Musica Community
Choir sounded superb.

05

Narelle Belle performed with young singers.

Ernie Dingo (fourth from left) with Phil Walleystack
(fifth from left) and band.

26,000
unique website
views
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We thank our LASA Members, LASA Affiliates, partners,
sponsors and supporters for your valued contribution in 2020-21,
and look forward to continuing our important role as
a strong voice and helping hand in 2021-22.
Please contact LASA if you would like to know more about us and how we
can assist you in the age services industry. We are ready to help 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

