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Dear Independent Capability Review Support Team, 
 
Anglicare Australia welcomes the opportunity to provide input to the capability review of 

the Aged Care Safety and Quality Commission (the Commission). We make this submission 

on behalf of our members, and the older Australians who use their services. The Anglicare 

Australia Network consists of social and health service organisations that are linked to the 

Anglican Church in Australia, that share a belief in the value and the potential of every 

person, and the principles of justice, hope and compassion.  

 

To inform our feedback to this review, we spoke to several Anglicare Australia Network 

members about their experiences with the Commission. This feedback is complementary to 

other contributions made by Anglicare Australia’s aged care providers on their own behalf, 

or through the aged care provider peak body. 

 

A strong regulatory system protects and safeguards older Australians receiving aged care. 

We support the Royal Commission into Aged Care Quality and Safety’s finding that older 

people need to have confidence that the aged care system will be effectively regulated 

against high standards, and that the regulator will act promptly and will deal severely with 

substandard care. And as progress is made towards a new rights-based Aged Care Act, a 

well-strong regulator will be needed to ensure the rights in the Act are promoted, respected 

and upheld.  

 

Yet too often regulatory frameworks and regulators, including the Aged Care Quality and 

Safety Commission are focused on complying with policies and meeting targets, and not 

focused enough on building cultures of quality and safety and improving quality of care. For 

example, accreditation reports reflect the existence of policies and maintenance of processes, 

not actual outcomes.  

 

A 2021 survey of aged care providers by the Australian Aged Care Collaboration found the 

regulatory environment is overwhelming providers, with little perceived improvement in 

capacity to achieve consumer outcomes due to increasing compliance and reporting 
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requirements without any resolution of structural funding issues.i In many cases staff time 

and focus is being diverted away from the delivery of care to administration, heightening the 

risk of worker burnout. Survey respondents urged the government to ‘focus the regulator on 

resident care not compliance for the sake of it’.  

 

We need a well-resourced Commission and a strong regulatory framework, that achieves the 

difficult balance between assuring the standards, safety, security and voice of those 

accessing services, but also encourages provider innovation and culture change where 

necessary, and is not so risk averse as to stifle the ability of older Australians to make 

choices, take risks and exercise autonomy.  

 

The previous Australian Aged Care Quality Agency provided both regulatory functions and 

quality improvement services to the aged care sector. In doing so, they not only increased 

compliance, but encouraged providers to be proactive and innovative through identifying 

and rewarding sector-leading practice (for example, through the Better Practice Award 

Scheme).  

 

The Commission is in a unique position of being able to identify examples of best practice 

from across the aged care sector, and share this with others, to build capability and quality. 

We appreciate that the scope of this review is currently limited to regulatory function of the 

Commission, but we encourage the Government to consider how the Commission can 

strengthen its supportive and information sharing functions, that actively assist providers in 

the pursuit of quality care.  

 

The aged care sector is experiencing a period of rapid and significant change. New funding 

models, star ratings, workforce initiatives and quality standards are all being implemented at 

the same time, placing significant pressure on providers and staff managing transitions. 

Sometimes changes are being announced by Government, or details finalised, with very little 

time before they are implemented, leaving services scrambling to set up new systems and 

train staff to ensure they are complying with requirements. While much of the responsibly 

for these timelines lies with Government, the Commission can be better prepared to support 

services through regulatory changes. There have been multiple instances where information, 

tools and resources about regulatory changes have not been available with adequate time 

before changes come into force.  
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In particular, Anglicare Australia Network members would welcome a specific focus from the 

Commission on the understanding and interpretation of the Quality Standards. They 

reported experiences of inconsistent application of the standards by assessors at site visits, 

and sought a clearer framework to support and supervise assessors to ensure a uniform 

understanding, interpretation and assessment of providers against the standards.  

 

Inadequate capacity across the Commission has also led to multiple reports of delays after 

services have provided responses to complaints. Turnover among Commission staff has 

meant services having to provide information multiple times or answer the same questions 

more than once. Duplication and inefficient systems mean wasted time for providers, that 

could have been spent providing care to people.  

 

Providing information to older Australians and their families and carers is also a vital role for 

the Commission. To be an effective regulator, older Australians need to know about and trust 

the Commission. With adequate resourcing, the Commission could undertake more assertive 

outreach and proactive community education around its role and powers. This could include, 

for instance, providing examples of what an individual is likely to expect if they make a 

complaint or report to the Commission. 

 

We thank the Government and the Commission for the opportunity to participate in this 

review and look forward to working with you to strengthen the aged care sector and 

improve the quality of services to older Australians. We would welcome the opportunity to 

further discuss anything raised in this submission. Please do not hesitate to contact us on 

anglicare@anglicare.asn.au. 

 
Yours sincerely, 

 

Kasy Chambers 
Executive Director 
 

 
i Australian Aged Care Collaboration (2021) Aged care reform scorecard; December 2021 
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