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Introduction 
The Aged Care Quality and Safety Commission (the Commission) was established on  
1 January 2019 and operates independently and objectively in performing its functions and 
exercising its powers as set out in the Aged Care Quality and Safety Commission Act 2018 
and the Aged Care Quality and Safety Commission Rules 2018.  

The Commission is a non-corporate Commonwealth entity under the PGPA Act.  

The Commission replaces the Australian Aged Care Quality Agency and the Aged Care 
Complaints Commissioner. Combining these functions into one independent agency 
supports a stronger focus on consumers, strengthens regulation, supports better 
engagement with consumers and providers and promotes transparency. From January 2020, 
subject to legislative amendment, the Commission will incorporate the regulatory functions 
of the Department of Health. 

The Commission’s efforts are driven by its legislated functions and by the Government’s 
Statement of Expectations.  

This Corporate Plan spans a six-month period from the commencement of the Commission 
on 1 January 2019, until the end of the reporting period on 30 June 2019.  

The Corporate Plan is part of an integrated annual performance cycle. The Commission’s 
performance measures cascade through our corporate, operational, business, team and 
individual performance plans.  
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Our purpose 
To protect and enhance the safety, health, well-being and quality of life of aged care 
consumers. 

Our vision 
Older Australians trust and have confidence that aged care services protect and enhance 
their safety, health, well-being and quality of life. 

Our role 
To independently accredit, assess and monitor aged care services that are subsidised by the 
Australian Government. The Commission also seeks to resolve complaints about these 
services, provides education and information about our functions and engages with 
consumers to develop and promote best practice models to engage consumers in the 
provision of their care.  

Our values 
We undertake our work consistent with the Australian Public Service (APS) 
values, outlined in the Public Service Act 1999. 

Impartial 
We are apolitical and provide the Government with advice that is frank, honest, timely 
and based on the best available evidence. 

Committed to service 
We are professional, objective, innovative and efficient, and work collaboratively to 
achieve the best results for the Australian community and the Government. 

Accountable 
We are open and accountable to the Australian community under the law and within the 
framework of Ministerial responsibility. 

Respectful 
We respect all people, including their rights and their heritage. 

Ethical 
We demonstrate leadership, are trustworthy, and act with integrity, in all that we do. 
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Our functions 
Our functions are set out in the Aged Care Quality and Safety Commission Act 2018 and drive 
our strategic priorities under this Corporate Plan. Our functions are: 

1. To protect and enhance the safety, health, well-being and quality of life of aged 
care consumers 

2. To promote the provision of quality care and services by: 
i) approved providers of aged care services; and 

ii) service providers of Commonwealth-funded aged care services 

3. To develop, in consultation with aged care consumers and their representatives, 
best practice models for the engagement of providers with their aged care 
consumers and to promote those models to providers. 

4. To deal with complaints made, or information given to the Commissioner in 
accordance with the Rules about an approved provider’s responsibilities under 
the Aged Care Act 1997 or funding agreement. 

5. To regulate aged care services according to the Rules by accrediting, conducting 
quality reviews, monitoring the quality of care and services and registering quality 
assessors. 

6. To provide education and information about matters relating to one or more of 
the Commissioner’s functions to consumers and their representatives, providers 
of aged care services and the public. 

Our approach 
We carry out our functions in a way that supports a stronger focus on consumers, 
strengthens regulation, supports better engagement with consumers and providers and 
promotes transparency. 

This approach includes: 

• taking account of the Government’s broad policy framework including its consumer-
centred aged care agenda and aged care quality improvement agenda 

• giving a high priority to cooperating with and responding to requests from the Royal 
Commission into Aged Care Quality and Safety  

• being open to new ways of working to improve outcomes for aged care consumers 

• developing and maintaining productive working relationships with aged care 
consumers, providers and other key stakeholders 

• supporting a workforce culture and staff capability to achieve our priorities 

• ensuring transparency in the way we work 

• being accountable and seeking feedback to improve our practices and performance.  
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Our operating environment 
More than 1.3 million older Australians 
receive some form of aged care service 
from approximately 2,704 residential aged 
care services, 2,284 home care services or 
35 National Aboriginal and Torres Strait 
Islander Flexible Aged Care services across 
Australia (as at 30 June 2018). 

The Government is undertaking significant 
reform of the aged care sector to ensure 
the safety, health and welfare of older 
Australians. The Review of National Aged 
Care Quality Regulatory Processes 
(Carnell-Paterson Review) found that the 
current aged care regulatory system needs 
further reform to provide the assurance 
the community expects. 

The establishment of the Commission on 1 
January 2019 represents a major reform 
to the regulation of aged care services. 
The Commission provides a trusted single 
point of contact for aged care consumers, 
their families and aged care providers. The 
Commission also supports a stronger focus 
on consumers, strengthens regulation, 
supports better engagement with 
consumers and providers and promotes 
transparency.  

The appointment of a Chief Clinical 
Advisory and Clinical Advisory Panel will 
provide expert clinical advice to the 
Commissioner in carrying out the 
Commission’s functions. New consumer 
engagement functions will also support 
improved consumer outcomes through 
the development of best practice models 
of consumer engagement in aged care. 

Subject to legislative change, the aged 
care regulatory functions currently 
undertaken by the Department of Health 
will be transferred to the Commission 
from 1 January 2020, further 
strengthening regulatory processes.  

New Aged Care Quality Standards will 
come into effect from 1 July 2019. The 
focus of the new Standards is on 
outcomes for consumers. The new 
Standards will give older Australians and 
their families a greater say in the care they 
receive, and increased confidence in the 
quality of their care and services. The new 
Standards will also make regulation 
simpler for providers and deliver 
continuous improvement in services. 

The Department of Health is working with 
the sector to develop a single Charter of 
Aged Care Rights. The Charter will replace 
the current charters of rights in respect of 
residential care, home care and short-
term restorative care. The Charter will 
make rights clearer for care recipients, 
regardless of subsidised care type and will 
support the Commission’s complaints 
process and the new Standards.  

Key areas of reform which the Commission 
is working collaboratively with the 
Department of Health to develop are 
summarised in Table 1.  
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Regulator performance 
The Commonwealth Regulator Performance Framework sets out the Government’s clear 
expectations of Commonwealth regulators. 

The Commission is accountable under this framework against six outcome-based key 
performance indicators comprising: reduced regulatory burden, communications, risk-based and 
proportionate approaches, efficient and coordinated monitoring, transparency, and continuous 
improvement. 

This sets a strategic framework for us to improve our systems, processes and performance in 
specific areas such as case management, our data on risk and performance, and reviewing our 
operational practices to achieve greater efficiency and targeted outcomes. 

This framework applies to our performance in both residential and home care services and we 
embed these performance measures into planning for our capabilities and regulatory services. 
We regularly seek feedback from the sector and use this feedback to inform continuous 
improvements to our approach and to adapt to changes in our external environment. 

Table 1: Summary of Aged Care Reforms 
•  Single Charter 

o Implement a single charter of rights and responsibilities for all aged care 
consumers 

•  Improved regulation 
o Introduce a clinical governance framework to support providers to meet the 

requirements of the single set of quality standards 
o Implement improved risk profiling and information sharing 
o Progressively move towards risk-based assessment 

•  Greater transparency for consumers 
o Implementation of an open disclosure framework to support providers to meet 

the requirements of the standards 
o Develop ‘easy to read’, plain-English audit reports 
o Develop and implement a process to name non-responsive or non-compliant 

providers 

•  Home Care Quality and Compliance   
o Develop an end-to-end compliance response to safeguard the quality, safety and 

integrity of aged home care services 

•  Build a sustainable regulatory system 
o Develop a resource model for aged care regulation 
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Capability 
 The Commission will continue to build organisational capability to support delivery of our 
purpose and functions. Key areas of capability improvement include: 

Leadership and culture 
We continue to support our leadership capability through a distributed leadership 
approach and enhanced communication and engagement activities. 

Change management 
We are focused on ensuring an effective Aged Care Quality and Safety Commission and 
implementation of aged care reforms through enhanced change management capability. 

Innovation 
We are committed to exploring new ways of working to achieve efficiencies and more 
effective processes for regulation of aged care services and management of complaints. 

Information Technology 
We continue to improve our information technology capability through the 
implementation of our ICT strategic plan and investment in innovative solutions 
supporting our performance and data analytics capability. 

Governance 
We continue to enhance our governance through effective organisational design and 
engagement with the Aged Care Quality and Safety Advisory Council.  

Workforce 
We are investing in our workforce to attract and retain highly skilled and capable staff. A 
priority is ensuring our front line staff are equipped with the skills and capability to 
support the implementation of the new Aged Care Quality Standards. 

Stakeholder engagement 
We continue to improve our engagement with stakeholders through strengthened 
partnerships and innovative approaches. We are committed to listening and improving 
our services from the feedback we receive. 

Risk management 
We are working to better understand sector wide and provider risk through the 
development of an enhanced risk management framework. We continue to enhance our 
risk management policies to better understand and manage enterprise risks.  
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Risk oversight and management 
Internal risks 
We are committed to effectively identifying and managing risk as required by Section 16E of 
the Public Governance Performance and Accountability Rule 2014. We have a clear 
methodology that identifies potential adverse events, the likelihood of their occurrence, and 
the impact of their occurrence and mitigation strategies in the event of their occurrence. 
Our risk management approach also recognises the positive opportunity of engaging with 
risk to ensure we maintain our value to consumers and the aged care sector. 

Risk is managed across all levels of the Commission through a continued focus on 
strengthening rigour and consistency in our auditing processes, effective governance to 
ensure transparent decision making, and continuous improvement in financial management 
to ensure efficient use of resources. 

The key risks that we are responding to in the current environment include: 

1. not meeting Government and community expectations of our role 

2. insufficient resources to meet increases in complaints or incidences of failure in 
the delivery of aged care services 

3. insufficient flexibility in our regulatory approach to address emerging issues  

4. insufficient regulatory intelligence and data analytics to effectively monitor risk 
and performance of aged care services 

5. lack of understanding by providers of the requirements of the new Standards, 
and improvements in outcomes for consumers 

6. insufficient resources and capability to support transformational change. 

Understanding and responding to industry risk 
Our primary responsibility is to assess performance against the relevant standards and to 
manage the resolution of complaints about aged care services. Through our new functions of 
consumer engagement we will identify models of best practice in consumer engagement 
and promote these to providers. 

The implementation of the new Aged Care Quality Standards will challenge previous risk 
management methodologies. There will be a need for enhanced advice on clinical issues, a 
greater understanding of and focus on consumer choice, better connected data and 
improved risk assessment. 

We will continue to work closely with consumers, aged care experts and service providers to 
ensure clear guidance and promotion of what is expected under the new Standards and 
monitoring improvements in the outcomes for consumers. 


