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In the spirit of reconciliation, the Aged Care Quality and Safety Commission 
acknowledges the Traditional Custodians of the Country throughout Australia and their 
connections to land, water and community. 

We pay our respects to their Elders past, present and emerging and extend that respect 
to all Aboriginal and Torres Strait Islander peoples. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The Stakeholder Engagement section can be contacted by emailing: 
engagement@agedcarequality.gov.au  
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• Incorporate culturally sensitive best practice methodologies of consultation to enhance the 
quality of engagement across different populations. 

Objective 3: Respect Stakeholder Knowledge and their Needs 
We value stakeholder feedback, and build understanding through dialogue, research, and analysis.  

• Map and monitor engagement activities to understand stakeholder touchpoints across the 
Commission’s functions. 

• Ensure that information sourced from aged care related complaints provides a valuable 
source of intelligence.  

• Use the outcomes from the customer experience project to inform engagement activities. 

Objective 4: Improve Engagement Governance 
We plan, measure, and assess the effectiveness of our work. 

• Establish meaningful performance measures for ongoing/regular engagement activities and 
the Strategy overall. 

• Systematically record how engagement activity outputs and insights are translated into 
improvements and changes in Commission services, systems, and processes.  

• Report against relevant performance measures.  

• Ensure mechanisms to stakeholder feedback and insights are integrated into business 
processes and project deliverables.  

The Strategy is supported by an Operational Plan that the Stakeholder Engagement Section drives in 
partnership with business areas across the Commission.  

2. Strategic Framework  

Dependencies 
The Strategy is underpinned by the Commission’s: 

• Corporate Plan 

• Regulatory Strategy 

• Financial and Prudential Strategy 

The Strategy is informed by:  

• Australian Public Service Framework for Engagement and Participation 
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use two-way or multi-way approaches to gather and encourage feedback and indicate to participants 
how feedback will be acted on. Engagements that Collaborate use two-way or multi-way 
communication enabling working together with stakeholders to produce joint outputs or achieve 
outcomes.  

Figure 2: Engagement Framework 
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Representing older Australians accessing aged care services 
• Council on the Ageing (COTA) Australia 
• Dementia Australia 
• Federation of Ethnic Communities’ Council of Australia (FECCA) 
• LGBTIQ+ Health Australia 
• National Seniors Australia 
• Older Persons Advocacy Network (OPAN) 
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Government, 
Regulatory 
Agencies and 
Others 

• Australian Government Dept. of Health and Aged Care – including  
­ Council of Elders 
­ National Aged Care Advisory Council 
­ Aged Care Quality Sector Reference Group 
­ Aged Care Quality Consumer Reference Group 
­ First Nations Aged Care Governance Group 
­ Diversity Consultative Committee  
­ Aged Care Regional Network 
­ Department Committees & Project Boards 

• Australian Commission on Safety and Quality in Health Care 
• State/territory agencies such as public health and worker screening units 
• State and Territory health and community services  
• Primary Health Networks 
•  State and Territory Aged Care Policy Units and services 
• Australian Health Practitioner Regulation Agency (AHPRA) 
• National Commonwealth Director of Public Prosecutions 
• Department of Finance 
• NDIS Quality and Safeguards Commission 
• Australian Prudential Regulation Authority (APRA) 
• Civil and Administrative Tribunals (with responsibility for aged care consumers) 
• Regulators (e.g. NSW Health Care Complaints Commission, NSW Ageing and Disability Commission) 
• State and Territory guardianship and substitute decision-making bodies 
• National, state and territory law enforcement agencies 
• Coroners  

 


