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Foreword  

The aged care industry is in an era of unprecedented change. The confluence of current aged care 

reforms, business model transformation and technological disruption is reshaping multiple areas 

of the aged care industry eco-system. Consumers are at the centre of these changes and the 

Australian aged care industry is embracing this change. 

Following the ȉ±Ŵ±"ȡ± ƶí ȺĊ± !ô±| k"ȉ± Ƞ±lȺƶȉ kƶƌƌĜȺȺ±±̃ȡ !ôed Care Roadmap, the Aged Care 

Industry Information Technology Council (ACIITC) recognised the need for further research to 

enhance understanding of the role that technological disruption and innovation are pl aying now, 

and in the future, for the aged care industry. In particular, the ACIITC was interested in exploring 

ȺĊ± lƶƖȺȉĜbɔȺĜƶƖ Ⱥ±lĊƖƶŴƶôĜl"Ŵ ĜƖȺ±ȉʘ±ƖȺĜƶƖȡ lƶɔŴ| ƌ"Ŧ± Ⱥƶ ȉ±"ŴĜȡĜƖô ȺĊ± !ô±| k"ȉ± Ȉƶ"|ƌ"Ǻ̃ȡ 

vision for a sustainable and robust aged care industry.  

Consequently, the Technology Roadmap has been designed to complement the Aged Care 

Roadmap, reflecting its underpinning principles, and applying the filter of technology to the way 

in which care is provided and to the business systems supporting aged care organisations. 

The Technology Roadmap Project is based on a review of the academic and grey literature as well 

as consultation with key stakeholders in the aged care sector. That research has identified the 

critical success factors and barriers for uptake of new technologies in the sector, but has analysed 

findings on the effectiveness of particular technologies in the care settings, and innovations that 

support more efficient business systems in a reformed aged care environment. 

The Technology Roadmap Project recognised the need to outline a vision of an innovative, 

technology-enabled sector for the next five to ten years. The Project was deemed critical to 

ensuring a sustainable future industry and to appropriately guide investment decisions in the 

long term. 

It is hoped that the insights from this research will help policy makers evaluate the benefits of 

embracing technology as well as provide guidance and information for aged care providers 

seeking to embed appropriate technology in all aspects of t heir operations. 

The Technology Roadmap Project has been a significant undertaking for the Age Care Industry 

Information Technology Council and an important investment in the industry driving its own 

future. It has spanned over a year of dedicated resources and brings together a number of 

esteemed researchers from Flinders University led by Professor Karen Reynolds. 

The Aged Care Industry Information  Technology Council trusts this work will assist in enhancing 

the positioning of the Australian aged care ind ustry for a vibrant and sustainable future. Further it 

is hoped that this work will stimulate continued research, evidence gathering, and the 

deployment of practical demonstration projects designed to explore how greater innovation and 

technological uptake will help to improve the quality of the aged care industry in Australia.  
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BRIEF FOR THE ROADMAP  

The Technology Roadmap for Aged Care was commissioned by the Aged Care Industry 

Information Technology Council (ACIITC) in late 2016. The Council intended that this Roadmap 

would be an accompaniment to the Aged Care Roadmap (2016)
1
, providing a technology -specific 

focus on reform. The following six objectives were articulated by the Council: 

1. Provide a summary of key global research and quantitative evidence currently available 

with respect to technological deployment and advancement in the aged care sector. 

2. Facilitate a consultative process with the ACIITC Board and its Committees to canvass a 

range of views and consider these in the project outcomes. 

3. Detail requirements of technological advancement and adoption required to meet the 

obligations and outcomes, as outlined in the (Aged Care) Sector Roadmap̃ ȡ nine key 

domain areas. 

4. Acknowledge the short, medium and long term considerations required to position the 

sector for the most appropriate uptake and deployment of technology.  

5. Detail recommendations of funding requirements in respect to technology for the sector , 

including identification and detailing  of what other funding/regulation changes are 

needed to enable mainstream adoption of technology across the industry.  

6. Identify any key issues or considerations with respect to technology which emerge from 

the project and that may not have been detailed in the Sector Roadmap. 

ROADMAP METHOD 

The Project Brief for the Technology Roadmap specified the following methodology: 

¶ A review of published and grey literature relating to ageing and technology and more 

specifically, to the role of technology in aged care. This has been provided in the form of 

two reports :  a complete report and a summarising report. 

¶ A Workshop with key ACIITC Committees prior to the ITAC Conference (Melbourne, 

November 2016) was identified as the main consultation mechanism to inform the 

Roadmap. A background Discussion Paper was circulated prior to the Workshop and a 

presentation on the project was made on the day.  

¶ Subsequently, a number of individual and group interviews were undertaken for this 

purpose.  

¶ Informed by the above steps, the Roadmap was prepared in draft and final form following 

consultation with the ACIITC. 

                                                   

1
 https://agedcare.health.gov.au/aged-care-reform/aged-care-roadmap 

https://agedcare.health.gov.au/aged-care-reform/aged-care-roadmap
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ROADMAP STRUCTURE 

The Roadmap structure aligns with that of the Aged Care Roadmap to enable ready cross-

referencing between both documents.  

It is framed around five Destinations, the first of which is focused on the operational and business 

systems underpinning aged care services, while the remaining four relate to the pr ovision of 

services. The Destinations are: 

I. Technology-enabled operational, business and communication systems. 

II. Technology-enhanced care and support for older people. 

III. Technology-enhanced information and access to care. 

IV. Technology-enhanced assessment of eligibility and changing need. 

V. A technology-literate and enabled workforce. 

Each Destination is aligned, where appropriate, to one of the nine Domains of the Aged Care 

Roadmap.  

The Technology Roadmap has six underpinning Value Statements and these have taken into 

account the four Principles shaping the Aged Care Roadmap, adding a technology lens in the 

process. The relevant Value Statements for each Destination are highlighted. 

As with the Aged Care Roadmap, content is structured to identify: 

¶ The desired Destination ̙  through a brief vision statement  

¶ A summary of what is in place 

¶ A summary of what needs to change, articulated in the form of Issues 

¶ A summary of what needs to be done 

¶ A plan of action framed against the Short Term (1-2 years), Medium Term (3-5 years), and 

Long Term (5-7 years). This mirrors the timeframe applied in the Aged Care Roadmap. 

Most Actions are prioritised for the Short Term, reflecting the speed of technological 

change and the need for urgent action in most areas.  
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The Technology Roadmap for Aged Care: at a Glance 

DESTINATION ISSUES TO BE ADDRESSED ACTION SHORT 

TERM (<2  

YEARS) 

MEDIUM 

TERM (3-5 

YEARS) 

LONG TERM 

(5-7 YEARS) 

    

1: 

TECHNOLOGY-

ENABLED 

SYSTEMS 

 

1. Need for interoperability, 

open standards and 

common platforms 

2. Under-developed sector 

Technology readiness 

3. Fragmented capacity 

building and a failure to 

embed technology in aged 

care 

4. Need for national data 

exchange and readiness for 

electronic data usage 

5. Need for Aged Care B2B 

and B2G Interfaces in order 

to create an open 

ecosystem of secure data 

exchange. 

Adapt for aged care Open Standards and protocols that facilitate 

interoperability and sharing of information.  
Ĕ 

  

Undertake a Technology Maturity Assessment of the aged care 

ȡʲȡȺ±ƌ̃ȡ Ⱥ±lĊƖƶŴƶôĜl"Ŵ ȉ±"|ĜƖ±ȡȡˮ ȉ±ʘĜ±ʞĜƖô ɔȡ± ƶí Ⱥ±lĊƖƶŴƶôʲ "lȉƶȡȡ 

the spectrum of care services, and structural arrangements, 

underpinning systems and capacity for interoperability. Repeat every 3 

years. 

 

Ĕ 

 

Ĕ 

 

Ĕ 

Develop an Implementation Plan to accompany the standardisation of 

interoperability across the aged care sector. 

 
Ĕ  

Collaborate with the Australian Digital Health Agency and Department 

of Health to embed technology capability as an essential requirement 

of aged care delivery, reflected in Standards and accreditation KPIs. 

 

Ĕ 

 

Ĕ 

 

Ĕ 

Establish a national data exchange and reporting hub to support 

providers with advanced business intelligence, analytics and reporting 

capabilities. 

 

Ĕ 

  

Develop a holistic government strategy for the aged care sector that 

provides B2B and B2G interfaces in order to create an open ecosystem 

of secure data exchange. 

 

Ĕ 

 

Ĕ 

 

 

DESTINATION ISSUES TO BE ADDRESSED ACTION SHORT MEDIUM LONG TERM 
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TERM (<2  

YEARS) 

TERM (3-5 

YEARS) 

(5-7 YEARS) 

2: 

TECHNOLOGY-

ENABLED 

SERVICES 

1. Service sector silos 

2. Failure to integrate 

technology as a core 

feature of aged care 

3. Informed choice and 

improved system 

navigation 

4. Insufficient co-design 

Establish a national network linking end users (consumers, their 

supporters and service providers) with developers of technology to 

support co-design and co-evaluation. 

 

Ĕ 

  

Develop a specific cluster within this network to support co -design in 

the development of Smart Homes for older Australians. Ĕ 

  

Develop a series of Demonstration Pilots to demonstrate how to 

extend existing telehealth and telemedicine programs into aged care 

(residential and community), and how to support the electronic 

sharing of consumer and service data between aged care and health 

system providers. 

 

Ĕ 

 

Ĕ 

 

Ĕ 

Explore with the disability sector scope to provide a specific 

component focused on older people in its NED database. Ĕ 
  

Develop an App to assist in navigating assistive technologies designed 

to meet the needs of older  people. Ĕ 
  

Establish a Technology Initiative Fund, combining government support 

with providers pooling funds and resources, to support aged care 

providers to purchase and/or develop technologies to integrate into 

their care services. 

 

Ĕ 

 

Ĕ 
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DESTINATION ISSUES TO BE ADDRESSED ACTION SHORT 

TERM (<2  

YEARS) 

MEDIUM 

TERM (3-5 

YEARS) 

LONG TERM 

(5-7 YEARS) 

3: 

TECHNOLOGY-

ENABLED 

INFORMATION 

AND ACCESS 

1. Under-developed and 

inequitable consumer 

readiness 

2. Addressing factors that 

determine adoption of 

technology  

Develop a national Digital Literacy Strategy for consumers, supporters 

and providers to ensure they have the skills to use technology-based 

products and services designed for older people. 

 

Ĕ 

 

Ĕ 

Develop a national Technology Awareness Raising Strategy to ensure 

consumers and their supporters are informed about technology based 

products and services for older people. 

Ĕ Ĕ 
 

Develop a national Technology Equity Strategy for aged care 

consumers, their supporters and aged care providers to address 

inequitable access arising from disadvantage (e.g. because of location, 

affordability, information, skills).  

 

Ĕ 

 

Ĕ 

{±ʘ±ŴƶǺ " ȺƶƶŴ íƶȉ "ô±| l"ȉ± ǺȉƶʘĜ|±ȉȡ Ⱥƶ ǺȉƶíĜŴ± ȺĊ±Ĝȉ lƶƖȡɔƌ±ȉȡ̃ 

technological readiness/digital literacy. Repeat this over time to 

measure the impact of digital literacy interventions and to monitor the 

effectiveness of the first three Actions. 

 

Ĕ 

 

Ĕ 

    

4: 

TECHNOLOGY-

ENABLED 

ASSESSMENT 

1. Need for a technology 

lens in assessment and 

care planning 

2. Under-utilisation  of 

automated assessment 

Develop a Pilot to trial the embedding of technology expertise in 

assessment and care planning, and analyse outcomes achieved for 

providers and consumers. 

 

Ĕ 

 

Based on Pilot findings, establish a dedicated pool of Technology 

Specialists to advise on potential technology solutions or 

enhancements. 

 

Ĕ 

 

Ĕ 
 

Review existing validated assessment tools, identifying those that have 

been automated. Update every three years and share with the sector. 
Ĕ Ĕ Ĕ 

Ensure that assessors and clinical care managers receive training in the 

application of automated assessment tools. 

 

Ĕ 

 

Ĕ 

 

Ĕ 
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DESTINATION ISSUES TO BE ADDRESSED ACTION SHORT 

TERM (<2  

YEARS) 

MEDIUM 

TERM (3-5 

YEARS) 

LONG TERM 

(5-7 YEARS) 

5: 

TECHNOLOGY-

LITERATE AND 

ENABLED 

WORKFORCE 

1. Under-developed 

workforce technological 

readiness 

2. Under-developed 

informal carer 

technological readiness 

3. Limited 

videoconferencing 

infrastructure 

4. Under-developed 

potential to improve 

workforce productivity  

Include questions designed to identify technological readiness in the 

ongoing National  Census of the Aged Care Workforce. Ĕ 
  

Design, implement &  evaluate (via a series of Pilots) a national 

Workforce Technology Development Strategy to build capacity to use 

technologies effectively & integrate them into service processes & 

systems. 

 

Ĕ 

 

Ĕ 

 

Ĕ 

Provide increased opportunities for online learning and  

videoconferencing (possibly via a dedicated incentive fund) and 

explore capacity for sharing operational costs across aged care 

providers. 

  

Ĕ 

 

Ĕ 

Include informal carers in paid workforce training and learning 

opportunities designed to enhance digital literacy and confidence. 

 

Ĕ Ĕ 
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THE NEED FOR A TECHNOLOGY ROADMAP FOR AGED CARE 

Technology has the potential to make living as an older person more positive, and to radically 

transform the way in which people receive services and support as they grow older. This 

reflects the rapid and continuous growth of new technologies that have become integrated 

into everyday life, shifting from being  ̂ȉ"ȉ±̃ Ⱥƶ b±lƶƌĜƖô ̂Ɩƶȉƌ"Ŵ̃ ĜƖ " ƌ"ȺȺ±ȉ ƶí " |±l"|± ƶȉ 

so. In the process, the way people live and work continues to change. As jobs become 

automated, new technology-driven jobs emerge, and new communication methods transcend 

time and distance. In creating increased opportunities to age in place̚without loss of 

independence̚technology supports positive ageing . It even challenges the traditional 

conc±ǺȺ ƶí ̂"ô±| l"ȉ±̃˱ 

Almost all older people want to live in their own homes, with residential aged care being the 

service response to high level challenges in functioning and health. Recent aged care reforms 

support the continued expansion of care in the community, in line with consumer preferences. 

Independence, good health, security, and continued participation in family and community life 

are frequently identified as desirable key indicators of the experience sought in growing older. 

Technology has a critical role to play in realising this vision of a positive old age̚in 

minimising or delaying the need for form al care services and in shaping the way in which such 

services are provided. For this reason, it is important that end users (that is, current and future 

consumers of aged care services and aged care organisations) contribute acti vely to the 

design of technologies that enable ageing in place and also optimise a technology-enabled 

aged care system. 

In an ideal world, such technologies would be developed in collaboration through co -design 

with these end users. Not only would this ensure user-friendly and fit -for-purpose technology, 

it will promote seamless integration  of technologies into everyday living  and service provision, 

blurring the boundaries between ĉarẽ  and l̂iving  ̃in the process.  

The aged care sector engages with technology through its communication and business 

systems, as well as in the direct provision of care, and this Roadmap encompasses both forms 

of utilisation˱ ěƖ ȉ±Ŵ"ȺĜƶƖ Ⱥƶ l"ȉ± ȡ±ȉʘĜl±ȡˮ Ⱥ±lĊƖƶŴƶôʲ̃ȡ lƶƖȺȉĜbɔȺĜƶƖ Ċ"ȡ b±±Ɩ ƌƶȡȺ ǺȉƶƌĜƖ±ƖȺ 

in the use of Assistive Technologies, which themselves have undergone significant 

transformation over time. Originally non -technology-enabled aids and equipment (e.g. 

walking frames), Assistive Technologies now utilise technology to provide support , but 

without seeking to repair or modify an impairm ent. However, as technology advances, the 

scope for therapeutic technologies is increasing̚ for example; functional electrical stimulation 

(FES) has significant potential for restoring movement, while robotic exoskeletons enable 

movement. Consequently, the previously firm boundaries between purely assistive and 

therapeutic technologies are dissolving. 

The other important outcome of technological progress is that older people no longer need 

to rely on technologies designed specifically to assist, but can benefit from a range of other 
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FORMAL AGED 
CARE SERVICES 

NEW 
TECHNOLOGIES  

INFORMAL CARE 
AND SUPPORT 

CONSUMER  

technologies that prod uce this outcome without this purpose, or without targeting them as 

the primary end user. Recent examples include technologies that enable Virtual R±"ŴĜȺʲˮ ̂Ƞƌ"ȉȺ 

ųĜʘĜƖỗ "Ɩ| |ȉĜʘ±ȉŴ±ȡȡ l"ȉȡ˱ ȹĊ±ȡ± hybrid technologies further remove the distinction  between 

technologies designed to enhance daily living and Assistive Technologies. A range of 

emerging technologies (such as the Internet of Things) perpetuate this trend, and for this 

reason, technology in aged care needs to be understood as involving more than  assistive 

devices. 

As technology becomes increasingly accessible to consumers̚ with leading mobile platform 

providers (such as Apple and Google) expanding into Smart Homes, wearable technologies, 

autonomous vehicles and so on̚ consumers are perceiving technology as a key enabler of 

care, support and quality of life. Aô±| ̂l"ȉ±̃ has ceased to be driven only by policy makers; 

increasingly it is also driven by consumers themselves, aged care service providers and 

technology experts. 

In the past, formal care services, and the care and support of significant others, 

constituted the partnership providing support for older people.  

It is now evident that technology is becoming the third partner.  

The challenge is to ensure that this new trinity works in harmony, as a smoothly 

functioning team.  

 

Figure 1: A New Partnership  
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4ÅÃÈÎÏÌÏÇÙ ×ÉÌÌ ÄÉÓÒÕÐÔ !ÕÓÔÒÁÌÉÁȭÓ ÓÅÒÖÉÃÅ-based economy in positive and negative 
×ÁÙÓ ȣ ÂÕÔ ÉÔ ÁÌÓÏ ÏÆÆÅÒÓ ÕÎÐÁÒÁÌÌÅÌÅÄ ÏÐÐÏÒÔÕÎÉÔÉÅÓ ÆÏÒ ÐÏÓÉÔÉÖÅ ÅØÐÅÒÉÅÎÃÅÓ ÏÆ 

ageing ȣ (McKell Institute 2015: 31).2 

It is critical that the aged care sector takes a proactive approach to the way in which 

technology plays a role in its services and provides leadership on a range of issues associated 

with delivering care in an increasingly technology-driven world. These include: 

¶ Clarity about the ethical implications of par ticular technologies and about their security 

and privacy implications. 

¶ The need for co-design and co-evaluation that involves end users (that is, consumers, 

their supports and aged care providers) in developing and applying technologies 

intended for their  benefit .  

¶ The development of networks of technology experts, ageing and aged care experts, 

consumers and their supporters who will provide structures and processes to support 

collaboration, co-design and co-evaluation. 

¶ Increasing the readiness of the sector (including by increasing digital literacy skills) to 

make maximum use of available and evolving technologies in service delivery and its 

supporting digital infrastructure. 

¶ Ensuring that technologies are integrated into assessment, care planning and delivery, 

rather than being added on and treated as separate to care provision. 

 

The Technology Roadmap for Aged Care in Australia acknowledges that aged care is facing 

three complex and intersecting issues:-  

1) Population ageing that has never been experienced to the same level  

2) The rapid development of new technologies , and  

3) Reform in the aged care sector that fundamentally changes the way in which older 

Australians will be supported.  

These three meta-influences bring both challenges and opportunities, and while each is often 

treated separately, this Roadmap highlights their interdependence.  

  

                                                   

2
 McKell Institute (2015) Positive disruption: healthcare, ageing and participation in the Age of Technology, 

http://mckellinstitute.org.au/wp-content/uploads/2015/09/McKell-Institute_Positive-Disruption.pdf  

http://mckellinstitute.org.au/wp-content/uploads/2015/09/McKell-Institute_Positive-Disruption.pdf
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UNDERPINNING VALUES OF THE TECHNOLOGY ROADMAP  

The Values underpinning the Technology Roadmap reflect findings from the r esearch 

literature
 3
, and are aligned with the Aged Care Sector Statement of Principles (the Principles) 

framing the Aged Care Roadmap.  

Principle I: consumer choice is at the centre of quality aged care 

Principle II: support for informal carers  will remain a major part of aged care delivery 

Principle III: the provision of formal aged care  is contestable, innovative and 

responsive  

Principle IV: the system is both affordable for all and sustainable . 

 

These four principles are reflected in the Value Statements of the Technology Roadmap for 

Aged Care. 

ü Value Statement s 1, 2 and 3  align with Aged Care Roadmap Principle 1 (Consumer 

Choice is at the centre of quality and care) and Principle 2 (Support for informal carers 

will remain a major part of aged care delivery). 

ü Value Statement s 4 and 5  align with Aged Care Roadmap Principle 3 (The provision 

of formal aged care is contestable, innovative and responsive). 

ü Value Statement  6 aligns with Aged Care Roadmap Principle 4 (The system is both 

affordable for all and sustainable). 

 

                                                   

3
 Barnett K, Reynolds K, Gordon S, Hobbs D & Maeder A (2017) Developing a Technology Roadmap for the 

Australian Aged Care Sector, Literature Review, prepared for the ACIITC, February 2017 



A Technology Roadmap for the Australian Aged Care Sector 

 

Page 16 of 52 

 

  

1 

ωAged care reform is founded on the twin principles of choice and control and this applies equally 
ǘƻ ǘƘŜ ǳǎŜ ƻŦ ǘŜŎƘƴƻƭƻƎȅ ŘŜǎƛƎƴŜŘ ǘƻ ŜƴƘŀƴŎŜ ƻƭŘŜǊ ǇŜƻǇƭŜΩǎ ǉǳŀƭƛǘȅ ƻŦ ƭƛŦŜΦ 

2 

ωTechnology must be applied with sufficient flexibility to support varying consumer needs and 
preferences, in line with reform directions of choice and control. 

3 

ωTechnology for use in private homes must integrate into individual homes, and be personalised to 
achieve this. 

4 

ωThe development of technologies specifically for application in providing care and support must 
be based on co-design, that is, involving end-users. 

5 

ωThe effectiveness of technologies developed to support quality care and individual wellbeing 
must be evaluated over time, preferably through co-evaluation with end users. 

6 

ωTechnology must be integrated into aged care policy and processes (rather than added 
separately to daily care and support). 
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Destination 1:   Technology -Enabled Operational, Business and 

Communication S ystems 

DESTINATION 

Underpinning Value Statements  addressed  

 

6 

ωTechnology must be integrated into aged care policy 
and processes (rather than added separately to daily 
care and support). 

2 

ωTechnology must be applied with sufficient flexibility 
to support varying consumer needs and preferences, 
in line with reform directions of choice and control. 

Aged care organisations that operate effectively in a technology-enabled environment, 

achieving substantial resource efficiencies arising from automated business and operational 

systems. In addition, they will deliver more effective services, based on sensitive databases that 

identify consumer needs holistically, and support tailored responses based on individual need 

and preference. Working closely with vendors and technology developers, a range of bespoke 

systems are provided to meet the business demands of aged care organisations. 

Electronic record-keeping replaces most paper-based systems, supported by appropriate 

digital infrastructure and a technology -literate workforce. This provides greater accuracy of 

consumer clinical records and rapid access to those records by service providers. The 

accompanying widespread use of mobile devices provides community care workers with 

"ll±ȡȡ Ⱥƶ ĜƖíƶȉƌ"ȺĜƶƖ ʞĊĜŴ± ȺĊ±ʲ "ȉ± Ⱥȉ"ʘ±ŴŴĜƖô ƶȉ ĜƖ " lƶƖȡɔƌ±ȉ̃ȡ Ċƶƌ±ˮ "Ɩ| ±Ɩ"bŴ±ȡ ȺĊ±ƌ Ⱥƶ 

update records at the point of care.  

The move away from paper-based records to comprehensive electronic records facilitates 

communication within the aged care sector and to the health care ecosystem (GPs, 

pharmacies, hospitals etc). Aged care service provider software and consumer care records 

interface smoothly with My Health Record. Enhanced digital data collection supports the 

linking of aged care databases to external sector databases, such as health and disability 

services, to support more holistic care while avoiding unnecessary duplication. 

The increasing connection between service providers that is enabled by the widespread 

adoption of digital t echnologies is supported by increasing collaboration between aged care 

providers, other end users, vendors, developers and other key stakeholders. In turn, this is 

enabled by agreement on interoperability and the adoption by industry of Open Standards to 

support the sharing of information.  

Increasingly, the adoption of new technologies is supported by planning and collaboration at 

sector level, and the development of a national data exchange and reporting hub, coordinated 

by an appropriate body, such as the Aged Care Industry Information Technology Council. 
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WHAT IS CURRENTLY IN PLACE? 

Increasingly, new technologies are offering (usually tailored) solutions to challenges faced by 

aged care providers in delivering care, challenges that are exacerbated by recent aged care 

reforms̚ʞĊĜlĊ ƌƶȉ± ȺĊ"Ɩ ±ʘ±ȉ ȉ±ȅɔĜȉ± ȺĊ± b±ȡȺ ̂íĜȺ̃ b±Ⱥʞ±±Ɩ ʞƶȉŦ±ȉ "Ɩ| lƶƖȡɔƌ±ȉ˱ ! 

growing range of technologies are able to achieve new levels of efficiency, for example, 

identifying the  most appropriate consumer-worker match, minimising travel time by planning 

the most efficient travel routes, and automating the recording of travel times and distances. 

Automated timesheets are being used by a growing number of aged care organisations, 

enabling more efficient payroll processes and timely client billing. Similarly, automated 

rostering supports shift planning, up-to-date staff availability records, workforce training and 

ƌ±±ȺĜƖô ȡlĊ±|ɔŴĜƖô˱ ƵíȺ±Ɩ ȺĊƶȡ± Ⱥ±lĊƖƶŴƶôĜ±ȡ "ȉ± "ǺǺŴĜ±| ʘĜ" ʞƶȉŦ±ȉȡ̃ ƌobile devices, using 

increasingly user-friendly software, and reducing paperwork in the process.  

There are now multiple examples around Australia of vendors and aged care providers 

working together to achieve organisation-specific solutions that enable more efficient and 

effective business, operational and community systems. As this partnering precedent 

continues to be applied, it can be expected to become the norm.  

However, across the sector as a whole, the extent to which available technologies are being 

utilised to effect is inconsistent and fragmented̚divided by inequities in access, affordability, 

knowledge of what is available and under-developed collaboration. There is significant 

potential to achieve greater economies of scale with a more national approach to embedding 

technologies into aged care organisational processes. 

WHAT NEEDS TO CHANGE? 

The move to a consumer-directed aged care market model has changed the underpinning 

funding model for aged care, requiring greater flexibility from service pro viders in responding 

to individual consumer demand , and new business models to accommodate a range of 

changes, including changes in financial management, service design, data collection and 

analytics. Not only does technology have a critical role to play in managing these changes, it 

can be argued that it will determine how successfully aged care organisations respond to a 

reformed aged care system.  

! ôȉƶʞĜƖô Ɩɔƌb±ȉ ƶí "ô±| l"ȉ± ƶȉô"ƖĜȡ"ȺĜƶƖȡ "ȉ± ƌƶʘĜƖô Ⱥƶʞ"ȉ|ȡ ƶǺ±ȉ"ȺĜƖô ĜƖ "Ɩ ̂ĜƖȺ±ŴŴĜô±ƖȺ 

±ƖʘĜȉƶƖƌ±ƖȺ̃ˮ ȺĊat is, one which is technology-enabled and technology-enhanced, able to 

monitor consumers, the workforce and their patterns of interaction, to better plan how that 

interaction occurs and the resources required, supported by different automated processes 

and communicating across a range of devices and contexts. These organisations are providing 

leadership for the sector as a whole. 

The next level of progress requires an operating environment characterised by seamless 

interconnection between devices, datasets, services, consumers and other stakeholders (e.g. 

government, health care providers, and disability providers). This requires the aged care sector 

to apply agreed standards and protocols that define precisely the interfaces between different 

components, enabling a range of combinations and ensuring interoperability.  
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ISSUE 1: NEED FOR INTEROPERABILITY, OPEN STANDARDS AND COMMON PLATFORMS  

The aged care sector has developed its operational, business and communication systems at 

the organisational level, and while this allows individual providers to choose those systems 

with a great deal of freedom, the absence of common standards, sector-level policies and 

common data collection also means it is difficult for individual organisations to benchmark 

their performance and identify needed improvements. The consumer-directed care model 

brings a demand for more integrated services and holistic support, requiring providers to 

collaborate on care, budgets, pricing and contracts. ICT is a critical enabler for providers to 

develop individualised services and support, in response to increasing expectations for choice, 

and for services that overcome barriers between providers, and between sectors.
4
 

At the same time, broader changes that have brought increasingly connected digital devices 

and delivery via Cloud systems, the growing digitisation of health and aged care records, and 

the automation of a range of clinical and operational processes, are all driving the need for a 

more collaborative approach between aged care providers, end users, vendors, developers 

and other key stakeholders. Similarly, for standardisation to ensure their interoperability .
5
 

The aged care sector can be guided in addressing this issue by national and international 

precedents. The Australian Digital Transformation Agency released the Digital Service 

Standard against which all government services have been assessed since 6/5/16.
 6
 Among the 

13 Criteria shaping the Standard, three are of direct relevance to the aged care sector: 

¶ Criterion 7: Use open standards and common platforms 

¶ Criterion 8: Make source code open (by default) 

¶ Criterion 9: Make it accessible ̚ ensure the service is accessible to all users regardless of 

their ability and environment.  

The 2017 version of the International Code of Practice for Telehealth Services (Telehealth 

Quality Group)
7
 provides a high level quality benchmark for telehealth services that is 

"ǺǺŴĜl"bŴ± ôŴƶb"ŴŴʲˮ "ŴĜôƖȡ ʞĜȺĊ ȉ±Ŵ±ʘ"ƖȺ ʝƶȉŴ| ĉ±"ŴȺĊ Ƶȉô"ƖĜȡ"ȺĜƶƖ̃ȡ ȉ±ȡƶŴɔȺĜƶƖȡ "Ɩ| 

incorporates the quality planning guidelines set out in ISO/TS 13131 (2014). A telehealth 

service certified to the Code automatically meets the requirement of the ISO Technical 

Specification 13131 (Health Informatics ̙  Telehealth Services ̙ Quality Planning Guidelines). 

The not-for-profit organisation HL7 (Health Level Seven) international standards are 

commonly used for the transfer of clinical and administrative data between software 

                                                   

4
 ACIITC (2014) Digital care services: harnessing ICT to create sustainable aged care services, p.6  ̙

http://aciitc.com.au/a-vision-for-the-future-to-create-sustainable-aged-care-services/ 
5
 That is, the ability to communicate, access and exchange data without needing identical IT systems and 

products to do so.  

6
 https://www.dta.gov.au/standard/ 

7
 http://www.telehealth.global/download/2017-V2-INTERNATIONAL-TELEHEALTH-CODE-OF-PRACTICE-

MASTER.pdf 

https://www.dta.gov.au/standard/7-open-standards-and-common-platforms/
https://www.dta.gov.au/standard/8-make-source-code-open/
https://www.dta.gov.au/standard/9-make-it-accessible/
http://aciitc.com.au/a-vision-for-the-future-to-create-sustainable-aged-care-services/
https://www.dta.gov.au/standard/
http://www.telehealth.global/download/2017-V2-INTERNATIONAL-TELEHEALTH-CODE-OF-PRACTICE-MASTER.pdf
http://www.telehealth.global/download/2017-V2-INTERNATIONAL-TELEHEALTH-CODE-OF-PRACTICE-MASTER.pdf
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applications. FHIR
®
̚ Fast Healthcare Interoperability Resources8̚is a new standard from 

HL7 that provides for easier exchange of healthcare information electronically. As such, FHIR 

can be used as a stand-alone data exchange standard, or in partnership with existing 

standards. 

It is timely for the aged care sector to reach agreement on interoperability ̚both within 

organisations as well as between organisations in the sharing of data̚and on agreed 

standard(s) to support this. The Aged Care Industry Information Technology Council (ACIITC) 

can play a critical coordinating and facilitating role in achieving this outcome, providing a 

unified resource point for providers, vendors and other key stakeholders. 

 

                                                   

8
 https://www.hl7.org/fhir/ 

https://www.hl7.org/fhir/
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Once such agreement is reached, there will 

also be a need for an Implementation Plan 

that addresses issues of data custodian 

responsibilities and storage of data, privacy 

and security, legal issues regarding data 

sharing and agreed processes for 

accessing shared information.  

Governance frameworks will need to be 

developed to regulate data collection and 

usage, adapting and contextualising for 

aged care from those already in existence.  

 

 

 

 

 

 

 

 

 

 

 

ISSUE 2: UNDER-DEVELOPED SECTOR TECHNOLOGY READINESS 

The degree to which the aged care sector engages with technology in its operations, business 

and delivery of care varies significantly. ěƖ ̡̟̝̞ˮ ȺĊ± !kěěȹk̃ȡ ƕ"ȺĜƶƖ"Ŵ ĉƶƌ± k"ȉ± óȉƶɔǺ 

implemented the Aged Care Technology Benchmark Survey with community care providers to 

assess levels of digital maturity. Findings from the survey highlighted a low level of 

technological readiness in Australia, in relation to the provision of care, and to operational 

and business systems.
9
  

It is timely to u ndertake another Technological Maturity Assessment, building on the 2014 

benchmark research, but extending the survey beyond community care out  to the sector as a 

whole. This review should be focused on technology-enabled care services, and on 

technology-enabled business and operational systems̚ quantifying structural arrangements , 

underpinning systems and the capacity for interoperability . The Technological Maturity 

Assessment survey should be repeated every three years.  

ISSUE 3: FRAGMENTED CAPACITY BUILDING AND A FAILURE TO EMBED TECHNOLOGY IN AGED CARE 

Impediments to effective technology -enabled aged care business systems include the absence 

of sector-wide IT planning, the absence of sector-wide workforce training and development 

for working in a technolo gy-driven world, and the absence of incentive schemes to encourage 

investment by aged care providers in technology infrastructure.  

There is a void in current industry Standards for requirements to meet technology use and 

management. For example, the closest that existing Residential and Home Care Standards 

lƶƌ± Ⱥƶ ȺĊĜȡ Ĝȡ ĜƖ ȡǺ±lĜíʲĜƖô ȺĊ"Ⱥ ̂±íí±lȺĜʘ± ĜƖíƶȉƌ"ȺĜƶƖ ƌ"Ɩ"ô±ƌ±ƖȺ ȡʲȡȺ±ƌȡ̃ b± ĜƖ ǺŴ"l± 

                                                   

9
 Livingstone A (2014) Technology and Aged Care, Presentation to the Aged Care Workforce Innovation Workshop, 

Adelaide, November 4th 2014 
http://www.cshisc.com.au/media/331759/Anne_Livingstone_Global_Community_Resourcing_WIN_Adelaide_PDF_Versi
on__20140411.pdf 

ñ7Å ÓÈÏÕÌÄ ÓÈÁÒÅ ×ÈÁÔ ×ÅȭÒÅ ÄÏÉÎÇ 
whenever we can: with colleagues, 

with users, with the world. Share 

code, share designs, share ideas, 

share intentions, share failures. The 

more eyes there are on a service the 

better it gets ɂ howlers are spotted, 

better alternatives are pointed out 

ÁÎÄ ÔÈÅ ÂÁÒ ÉÓ ÒÁÉÓÅÄȢȱ (ACIITC 2014) 

http://www.cshisc.com.au/media/331759/Anne_Livingstone_Global_Community_Resourcing_WIN_Adelaide_PDF_Version__20140411.pdf
http://www.cshisc.com.au/media/331759/Anne_Livingstone_Global_Community_Resourcing_WIN_Adelaide_PDF_Version__20140411.pdf
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(Expected Outcome 1.3).
10

 This reflects the wider issue of technology being regarded as an 

afterthought to service provision, rather than being embedded as a critical enabler of services 

and their underpinning systems. 

Consequently, development is fragmented and capacity is highly diverse. It is likely that 

resources are being used inefficiently, "ȡ ĜƖ|ĜʘĜ|ɔ"Ŵ ǺȉƶʘĜ|±ȉȡ ̂ȉ±ĜƖʘ±ƖȺ ȺĊ± ʞĊ±±Ŵ̃ ȉ"ȺĊ±ȉ ȺĊ"Ɩ 

draw from a shared knowledge base. 

There is also a need to ensure that aged care providers have access to appropriate digital 

communications infrastructure, such as broadband (and at the minimum, an internet 

connection), and that contemporary consumer platforms̚smartphones, rather than 

traditional mobile or landline telephones, and tablets ̚are accepted as standard usage in 

aged care.  

ISSUE 4: NEED FOR NATIONAL DATA EXCHANGE AND READINESS FOR ELECTRONIC DATA USAGE 

The aged care sector lags behind the health sector in its use of electronic data systems. It is 

important that this difference diminishes over the short term because of the multiple benefits 

possible. These include: efficient and more comple te collection of data ; distribution, storage 

"Ɩ| ȉ±ȺȉĜ±ʘ"Ŵ˯ ȺĊ± "bĜŴĜȺʲ Ⱥƶ ȉ±lƶȉ| ĊƶŴĜȡȺĜl ĜƖíƶȉƌ"ȺĜƶƖ Ⱥƶ b±ȺȺ±ȉ ɔƖ|±ȉȡȺ"Ɩ| lƶƖȡɔƌ±ȉȡ̃ Ɩ±±|ȡ 

and to support workforce development; improved monitoring of care and quality of care; 

better decision making; more time for direct care workers to spend with consumers because 

of time savings arising from reduced paperwork; better communication between all 

stakeholders; enhanced information management for the organisation; and impro ved 

documentation .
11

 

The adoption of My Health Record and its eventual alignment with My Aged Care means that 

aged care providers need to now prepare their data collection to support electronic health 

record sharing, including providing details of assessment findings, care plans, advanced care 

directives and a timeline of service interventions for each consumer. They will also need to 

ensure that their data collection systems include unique identifiers to support the linking of 

consumer records and provider information , with My Health Record in particular, and with the 

health sector more generally. Their workforce must be enabled to access these consumer 

records via mobile devices.  

The Productivity Commission (2016) has identified the need for investment in data and 

network development , and has called for government support in resourcing for such 

investment, as well as coordination across sectors. 

Apart from the need to enable open but secure business to business (B2B) digital exchange, 

there is also a need to enable business to government (B2G) information sharing. 

Consequently, it is timely to develop a holistic government strategy for the aged care sector 

that supports interoperability, secure and ready data exchange, with appropriate 

                                                   

10
 https://agedcare.health.gov.au/quality/quality-reporting/home-care-standards  

11
 For example, Zhang Y, Yu P & Shen J (2012) The benefits of introducing electronic health records in 

residential aged care facilities: a multiple case study, Int Jl of Med Informatics, 81: 690-704 

https://agedcare.health.gov.au/quality/quality-reporting/home-care-standards
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underpinning systems. The absence of such B2G interfaces is impeding the ability to enforce 

vendor best practice, and to create an open ecosystem of secure data exchange. 

 

The ACIITC (2014) has previously identified the opportunity that exists for the aged care sector 

to establish a national data exchange and reporting hub to support providers with advanced 

business intelligence, analytics and reporting capabilities.
12

 The benefits identified by the 

Council remain relevant: 

V more timely information;  

V more consistent data and reporting standards that will drive stream lined reporting 

across the aged care sector; 

V improved benchmarking and monitoring capability;  

V increased productivity and efficiency arising from the availability of more and better 

data; and 

V enhanced ability to provide consumers with quality information to  support their 

decision-making. 

WHAT NEEDS TO BE DONE? 

ü In order to support an operating environment increasingly characterised by 

interconnected devices, datasets, services and stakeholders, there is a need to develop 

agreed standards and protocols that ensure interoperability , or to adapt these from 

existing standards. The ACIITC should be the point of coordination and facilitation for 

achieving this outcome. 

ü An Implementation Plan will need to be  developed that addresses issues associated 

with the embed ding of interoperability in aged care information and communication 

systems (e.g. governance, legal issues, ensuring privacy and security, storage and 

custodianship of data). 

ü The ACIITC and its parent organisations (ACSA and LASA) need to work with the 

Department of Health  and the Australian Digital Health Agency to ensure that 

technology capability is formally recognised as an essential capability of aged care 

providers̚to be reflected in industry standards, accreditation and registration 

processes, workforce training, and assessment of quality of service. 

ü There is a need to establish a national data exchange and reporting hub that can 

support aged providers with advanced business intelligence, analytics and reporting 

capabilities, as well as collaboration with vendors and developers. 

ü A holistic government strategy needs to be developed for the aged care sector, that 

provides B2B and B2G interfaces in order to create an open ecosystem of secure data 

exchange. 

                                                   

12
 ACIITC (2014) Digital care services: harnessing ICT to create sustainable aged care services (p 16) 
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Table 1: Actions for Destination 1: Technology-Enabled Systems 

ACTION SHORT TERM 

(<2  YEARS) 

MEDIUM TERM 

(3-5 YEARS) 

LONG TERM 

(5-7 YEARS) 

Adapt for aged care Open Standards and 

protocols that facilitate interoperability and 

sharing of information.  

 

Ĕ 

  

Undertake a Technology Maturity Assessment 

ƶí ȺĊ± "ô±| l"ȉ± ȡʲȡȺ±ƌ̃ȡ Ⱥ±lĊƖƶŴƶôĜl"Ŵ 

readiness, reviewing use of technology across 

the spectrum of care services, and structural 

arrangements, underpinning systems and 

capacity for interoperability. Repeat every 3 

years. 

 

Ĕ 

 

Ĕ 

 

Ĕ 

Develop an Implementation Plan to 

accompany the standardisation of 

interoperability across the aged care sector. 

 

Ĕ 

 

Collaborate with the Australian Digital Health 

Agency and Department of Health to embed 

technology capability as an essential 

requirement of aged care delivery, reflected in 

Standards for training and accreditation. 

 

Ĕ 

 

Ĕ 

 

Ĕ 

Establish a national data exchange and 

reporting hub to support providers with 

advanced business intelligence, analytics and 

reporting capabilities.  

 

Ĕ 

  

Develop a holistic government strategy for the 

aged care sector, that provides B2B and B2G 

interfaces in order to create an open 

ecosystem of secure data exchange. 

 

Ĕ 

 

Ĕ 
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Destination 2 : Technology Enhanced  Care and Support  

for Older People  

DESTINATION 

 

 

 

 

  

Technology is embedded in all aspects of aged care and utilised to maximum effect in 

providing quality, consumer -centred services. Responsive to consumer -driven demand 

for customised technological solutions and supports, providers have the capacity 

(infrastructure, products, and expertise) to integrate technologies into their service 

offerings. Tech nology enhancements and alternatives are considered, in conjunction 

with clinical services, along with complementary care plans and service design.  

Technologies designed to support independent living, positive and healthy ageing, and 

enhanced quality of life are developed in collaboration through co-design with end users 

(consumers, their supporters, aged care providers and ageing experts) and their 

effectiveness is co-evaluated. This ensures user-friendly and fit -for-purpose technology. It 

also promotes seamless integration of technologies into everyday living, blurring the 

bƶɔƖ|"ȉĜ±ȡ b±Ⱥʞ±±Ɩ ̂l"ȉ±̃ "Ɩ| ̂ŴĜʘĜƖỗ˱ 

People living in the community are able to benefit from co -designed Smart Housing, 

packaged with Universal Design principles and personalised technology solutions that 

support quality, independent living. Smart Homes are part of an overall strategy for older 

people to continue living well in t he community. 

People living in long term residential care benefit from technology -enhanced assessment, 

care planning and care delivery. They are supported by a tech-savvy workforce (see 

Destination 5) who customise technologies that are part of care provision to suit individual 

need or preference. 

Aged care providers, consumers and their supporters have easy access to information about 

the range of assistive technologies available (through a specific database) and are assisted 

to navigate them (via purpose built Apps) in order to select those appropriate to their needs.  

More holistic care, enhanced service provision and more efficient resource usage are the 

outcomes of electronic data sharing and collaboration between aged care and other 

providers, including in the health and disability sectors. One key mechanism for this is the 

alignment of My Aged Care and My Health Record. Technology-enabled collaboration 

between the aged care and disability service sectors supports the dissolution of barriers, 

allowing ho listic care for consumers with dual service needs. 

 

CORRESPONDING AGED CARE ROADMAP DOMAIN  

5: WHAT CARE IS AVAILABLE? 


















































