FAST FACTS:


Faced with the challenges of an ageing population, the Australian
Government is changing the way that aged and disability care services will
be delivered in the future. The aim is a ‘consumer driven, market based,
sustainable aged care system’ – where local government will no longer be an
automatically designated service provider



By 2020, Government funding agreements with Councils will be replaced by
choice and competition, and the Productivity Commission will require the
removal of subsidies and the introduction of full cost pricing so that local
government competes fairly with the private sector (Competitive Neutrality)



Full cost pricing will make Council an expensive provider in a competitive
market



Council is conducting this review to find the service model that will best
ensure that older people and people with a disability, continue to have
access to affordable, quality services in the future



The outcome of this review will not affect whether clients receive a service,
but it may affect whether it’s Council that provides those services in the
future



This review compares service delivery options against a wide range of ‘clientcentred’ success criteria and identifies the best match - the best outcome for
clients



Council won’t need to provide a competing service if there are appropriate
alternatives (it’s acknowledged that the local market is currently weak and
that Council’s presence is hindering its development)



This review is informed by extensive consultation with the community and key
stakeholders



From 2019, Council will begin to lose its ability to influence good outcomes,
therefore action must be taken now to plan for the change that is coming,
and to enable a smooth transition for clients and staff to new arrangements



Changes won’t happen overnight



Council will not leave our community without a needed service
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EXECUTIVE SUMMARY
This Community Engagement Findings and Recommended Option Paper (the Paper)
represents the end of an extensive 18 month review examining Council’s role in the
aged care and disability environment.
Faced with the challenges of an ageing population, the Australian Government is
changing the way that aged care and disability services will be delivered in the future.
The aim set out in the Aged Care Roadmap (refer to chapter 1a - Illustration 1) is ‘a
consumer driven, market based, sustainable aged care system’. In this new
environment local government will no longer be an automatically designated service
provider.
By 2020, Government funding agreements with Councils will be replaced by choice and
competition, and the Productivity Commission will require the removal of subsidies and
the introduction of full cost pricing so that local government competes fairly with the
private sector (Competitive Neutrality). Full cost pricing will make Council an expensive
provider in a competitive market.
These reform changes are unavoidable and will affect all service providers (including
Councils that are still involved in service provision) - change is coming and all Councils
must analyse and carefully consider their future roles and approaches.
This review has been undertaken to identify how older people and people with a
disability living in the Surf Coast Shire, can continue to have access to affordable,
quality services in the future.
This Paper is informed by:
-

the Dyson report

-

the Positive Ageing Service Review Research Paper (produced internally)

-

the Positive Ageing Service Review Options Paper (produced internally), and

-

written submissions and community feedback

Eighteen months of comprehensive research confirms that handing back service
delivery to the responsible agencies over an extended period of time (and guaranteeing
the transition with a Council safety-net and other protections), clearly represents the
best outcome for the community. Refer to Section 5: Summing-up.
However, extensive consultation described in Section 4, highlights unresolved
community concerns not only about the changing environment, but also around the
complexity of the aged care and disability service reform. Key themes that we have
heard loud and clear from our community are:
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there is fear of change and the unknown future of the aged care and disability
service environment



significant concerns around how older people and people with a disability will
navigate the new and complex system alone, without Council there to support
and advise them, and



a belief that Council is currently the only proven, local provider known to existing
clients and the broader community.

Consideration of the community feedback gained through the consultation process has
resulted in a pause and reflection on the next steps. With community concerns at the
forefront, an ‘up-front’ decision for an extended exit of service delivery is not
recommended. Rather, a detailed plan is required that shows the next steps and allows
for these options to be developed and assumptions tested, prior to Council
endorsement. This has resulted in a further refinement of the options as follows:
Refined options

Comments

1.

Wait for change and then respond
(WAIT AND SEE)
a. Conclude service review – retain
findings
b. Await further developments in the
sector (expected early 2019)
c. Consider options at that time

 aligns with community feedback
 possibly more information available for
decision making
 reduces available time to respond to
change or transition
 inhibits market growth
 no safety-net guarantee

2.

Plan for change (PLAN AND ACT)
a. Establish a Positive Ageing
Advisory Committee
b. Develop a Reform Readiness Plan
(with Advisory Committee input)
c. Provide proactive advice and
recommendations to Council

 respects community feedback
 best match with success criteria and
best outcome for community
 aligns with the reform roadmap
 facilitates market growth
 maximises time for a smooth transition
 comprehensive review supports action
 underpinned by Council safety-net

After weighing up the evidence for an extended exit plan against community concerns,
it’s recommended that Council continue to proactively plan for the change that’s
coming and adopt refined option 2:
2.

Plan for change (PLAN AND ACT), including
a. Establish a Positive Ageing Advisory Committee
b. Develop a Reform Readiness Plan (with Advisory Committee input)
c. Provide proactive advice and recommendations to Council
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Initial actions associated with the implementation of Option 2 should include:
1. establishment of a Positive Ageing Advisory Committee
2. development of a refined suite of guiding principles
3. development of a Reform Readiness Plan, and
4. communication with key stakeholders
This refined option:


protects the interests of existing and future clients and families



respects community feedback



will NOT affect whether clients receive a service



provides the best match with the success criteria and the best outcome for the
community



aligns with the reform roadmap



will support market growth



maximises the time available to plan for reform changes, and



proactively responds to aged care reforms
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1. INTRODUCTION
a.

Background

The Federal Government’s aged care reform agenda (refer to Illustration 1: Australian
Government Aged Care Roadmap) and the State Government’s Fair Go Rates System
(rate capping) are the key drivers to Council undertaking this review.
Individualized funding, choice and competition are key features of the reform agenda
that will fundamentally change the way that aged and disability services are delivered in
the future. These changes will impact all local governments and in the new paradigm;
Council will:


not automatically be a designated service provider, and



be just another (costly) service provider in a market of many

Funding agreements that currently identify Council as a service provider begin to expire
in 2019. When that happens, it’s likely that the Australian Government will either market
test services on a regional scale, or introduce individual funding to clients. Council will
not be competitive in either scenario and won’t be able to influence future
arrangements.
Like most councils, Surf Coast Shire Council is keen to understand how it can respond
to these changes so that people continue to receive the important services they need.
In September 2016, Council’s Business Improvement team commenced its review of
Positive Ageing services and has now produced a Research Paper, an Options Paper,
a Discussion Paper, and completed a comprehensive phase of community
engagement.
This Paper closes out the review, which has been conducted in the following parts:
Part 1- Research
In March 2017, Council received the Dyson Consulting Group Aged Care Reform
Research Project final report.
Then in October 2017, Council:


endorsed the Positive Ageing Service Review Research Paper



authorised the exploration of options regarding Council’s future role in supporting
older people and people with a disability, and



endorsed the success criteria that will be used to identify and assess possible
options
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Part 2 - Options Development
In February 2018, Council:


endorsed the Positive Ageing Service Review Options Paper



authorised the public release of the Options Paper and a Discussion Paper, and
the commencement of a phase of active community engagement



authorised the development of a Preferred Option Paper (this Paper), incorporating
community feedback and submissions, and



restated its commitment that the future implementation of the preferred option will
not leave the community without a needed service

Part 3 - Identification of Preferred Option
Part 3 of the review comprises:


comprehensive community engagement, including direct mail-outs to clients, and
community and stakeholder meetings



receipt of submissions and feedback, and



the development of a Preferred Option Paper incorporating community feedback
(this Paper)

The Paper is scheduled to be referred to the July 2018 Council meeting where a
decision regarding Council’s future Positive Ageing role will be sought.
Part 4 - Planning for change
The next phase of the review should comprise:


the formation of a Positive Ageing Advisory Committee



development of a detailed Reform Readiness Plan, and



implementation and regular monitoring/review

b.

Review milestones

The following table sets out key service, and service review milestones:
Milestone

Date

Council meeting - endorse Project Charter

Sep 2016

Dyson report received

Mar 2017

Client, volunteer and staff survey
Council meeting - endorse Research Paper

Apr/May 2017
Oct 2017
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Council meeting - endorse Options Paper, commence community engagement

Feb 2018

Proposed CHSP funding extension (to 30 June 2020) issued

Mar 2018

Community engagement
Hearing of submissions

Mar/Apr 2018
June 2018

Council meeting - endorse Rec Option Paper (inc. community feedback)

Jul 2018

Barwon HCP Program Alliance MOU expiry date

Jul 2018

Current CHSP funding agreement expiry date

30 Jun 2019

RAS funding agreement expiry date

30 Jun 2019

Temporary staff employment contracts expiry date

30 Jun 2019

NRCP funding agreement expiry date

30 Jun 2020

Proposed CHSP funding agreement extension expiry date

30 Jun 2020

DVA contract expiry date

30 Nov 2020

Transition to new arrangements

c.

9

from July 2018

Conclusion

Officers have conducted an extensive, 18 month review of Council’s future role in
Positive Ageing, in response to the Federal Government’s aged care reform agenda.
Council has been proactive, but will lose its power to influence good outcomes when
the current funding agreements begin to expire in 2019, and block funding is replaced
by choice and competition.
A timely decision will maximise the limited time available and allow for a detailed and
well researched implementation phase to commence.
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2. DYSON REPORT
Council engaged Dyson Consulting Group to provide a baseline service assessment,
cost analysis, and social and economic benefits analysis. The Dyson Consulting Group
Aged Care Reform Research Project Final Report (the Dyson report) was received in
March 2017 and concluded that:


financial viability is a challenge due to a number of factors including the inefficiency
of Council’s Enterprise Agreement, high overheads, and the employment of
Community Care Workers at higher pay rates than the market



Council needs to explore the various means by which financial viability might be
addressed



increasing service volumes will exacerbate the deficit because of staffing costs



there are opportunities to more clearly demonstrate the value of Positive Ageing
services, and



shared services may provide opportunities, but administrative efficiencies will not
be sufficient to offset high (relative to other providers) salary rates
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3. CONFIDENTIAL RESEARCH PAPER
a.

Introduction

In 2017, the Business Improvement team produced the Positive Ageing Service Review
Research Paper (the Research Paper); and a set of ‘Success Criteria’ to be used to
develop and assess future options for the Positive Ageing activities currently provided
by Council.
The Research Paper builds on the Dyson Report and includes:


further analysis of positive ageing activities



client, volunteer and staff survey data and analysis



G21 Council benchmarking data and analysis



market scan data and analysis, and



Commonwealth and State government commentary

The Research Paper analyses Council’s Positive Ageing services by the following
activity types (and this detailed level of analysis is repeated in the Options Paper):


Assessment



CHSP and HACC PYP (personal care, domestic assistance and respite)



CHSP and HACC PYP (property maintenance)



CHSP and HACC PYP (delivered meals)



Home care packages



Veterans home care



NDIS



Brokered services



Musical mornings



Café style support



Senior citizens centres



Special projects

b.

Research Paper key findings

The key findings of the Research Paper are:
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Key findings
 Council has a long history of funding and providing aged and
disability care services
HISTORY

 Council is a trusted provider of a complex range of aged and
disability care services
 The Federal and State governments are responsible for aged
and disability care (local government is not)

SERVICE
RESPONSIBILITY

 The Positive Ageing Strategy commits Council to planning well
for its older citizens, but does not specify how services are to be
delivered
 In the new paradigm, local government will be just another
service provider (in a market of many)
 The growing and ageing population adds to the imperative to
change how aged and disability care is provided

GROWTH

 Council currently subsidises each positive ageing activity it
provides

ACTIVITY
ANALYSIS

 Connection with the cohort is the primary benefit of Council
providing aged and disability care services
 Socialisation programs (such as musical mornings and café
style support) may not exist without Council
 The local government sector is a costly service provider
 Council budgeted to subsidise the positive ageing program by
$1.353M in 2016/17 (actual = $1.030M), and by $1.347M in
2017/18 (all including overheads)
 Client, volunteer and staff surveys consistently tell us that quality
is important and provided this is met, who provides the service
is less important

SURVEY

 Staff are proud of the service they provide
 Councils that have relinquished service provision typically retain
a leadership role, no longer contribute a subsidy, and report a
high level of community satisfaction with NGO providers

BENCHMARK
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Key findings
 Federal reforms are creating an increasingly competitive market
place, as planned (less evident in the Surf Coast Shire)

MARKET

 The aged and disability care market is currently ‘thin’ in the Surf
Coast Shire, but keen to expand
 The DOH and NDIA are confident that markets will successfully
develop without intervention

GOVERNMENT

c.

 On one hand government departments are not fixed to Councils
being service providers, but on the other hand Councils are
viewed as providers of last resort
 Government departments endorse Council’s review
methodology

Conclusion

The Research Paper provides clarity and understanding and:
a.

supports the assessment of options associated with Council retaining service
provision

b.

validates the exploration of options associated with Council relinquishing service
provision, and

c.

poses the question, ‘what is Council’s future role in supporting older people and
people with a disability in the Surf Coast Shire’
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4. SUCCESS CRITERIA
Council endorsed the following ‘client centred’ success criteria to develop and assess
future options for the Positive Ageing activities currently provided by Council:
Business improvement principles


cost savings, improved quality, risk reduction



financial savings benefit whole community



improve efficiency, focus on core business



the community isn’t left without access to a critical service



Council may not need to be a provider where an appropriate market exists



address services that should be the responsibility of others

Council Plan and Positive Ageing strategy


older people are supported to live independent and meaningful lives



high quality services are available to the community




easy for older citizens to access what they need
use knowledge to respond to the needs of older citizens



older citizens are connected with the community



plan ahead for services and programs to adapt to change

Service outcome


quality support is available for older people and people with a disability to
maximise their independence at home and in the community

Transition


service continuity



service system sustainability



smooth transition to new arrangements

It’s important to recognise the strong community focus of the success criteria; and to
acknowledge that economic outcomes have secondary standing.
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Section 3 – OPTIONS DEVELOPMENT
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5. OPTIONS PAPER
a.

Introduction

In 2018, the Business Improvement team produced the Positive Ageing Service Review
Options Paper (the Options Paper). The Options Paper uses the endorsed success
criteria (chapter 4) to assess each Positive Ageing activity against a full range of
possible options, and identify the best match. The Options Paper was publically
released to inform community consultation.

b.

Options analysis methodology

The following diagram illustrates how activities and options were filtered to identify the
best match with the endorsed success criteria:

*

ACTIVITIES:
Assessment
CHSP and HACC PYP (personal
care, domestic assistance and
respite)
CHSP and HACC PYP (property
maintenance)
CHSP and HACC PYP (delivered
meals)
Home care packages

*
*
*
*
*
*
*

Veterans home care
NDIS
Brokered services
Musical mornings
Café style support
Senior citizens centres
Special projects

*
*
*
*

OPTIONS:
1. Status quo
2. Retain and modify
a. Renegotiate Enterprise
Agreement
b. Full cost recovery
c. Shared service
d. Joint venture
e. Grow the service
3. Sub-contract
a. NGO
b. Community group
4. Hand back
a. 30/6/2019 (expiry of current
funding agreement)
b. 30/6/2020 (expiry of funding
agreement extension)

ENDORSED SUCCESS CRITERIA:
-

Business improvement principles
Service outcome
Council Plan and Positive Ageing Strategy
Transition

COMMUNITY DEVELOPMENT AND
SOCIAL SUPPORT ACTIVITIES
Retain and modify (2a and 2b) achieves
the best match with the success criteria

ASSESMENT AND SERVICE SUPPORT
ACTIVITIES
Hand back (4b) acheives the best
match with the success criteria
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Options development findings

The results of the comprehensive options analysis for each Positive Ageing activity are

Transition

Activity

Best match
with the
success criteria

BI principles
Council Plan,
Positive
Ageing
strategy
Service
outcome

tabulated below:
Financial
implications of
implementing the
indicated option
(in today’s $s)

Assessment

Relinquish

$171,000pa saving

CHSP (PC, DA, and
respite)

Relinquish

$506,000pa saving

CHSP (property
maintenance)

Relinquish

$24,000pa saving

Delivered meals (CHSP
and HACC PYP)

Relinquish

$139,000pa saving

Home care packages

Relinquish

$41,000pa saving

Veterans home care

Relinquish

$62,000pa saving

NDIS

Relinquish

$78,000pa saving

Brokered services

Relinquish

$64,000pa saving

Musical mornings

Retain/modify

$32,000pa saving

Café style support

Retain/modify

$67,000pa saving

Senior citizens centres

Retain/modify

$2,000pa cost

Special projects

Relinquish

Legend:

$128,000pa saving

= High match with adopted success criteria
= Medium match with adopted success criteria
= Low match with adopted success criteria

Relinquishing assessment and in-home service supports, and retaining and modifying
social supports achieves the best match with the success criteria. Analysis also finds
that sub-contracting, full cost pricing, and a hold on new clients for certain activities,
may be appropriate transition tools.
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Implementation scenarios

The Options Paper identifies three possible scenarios to provide insight into how the
indicated options may be implemented, and to assist with consultation. The following
chart illustrates how the scenarios were assessed against the endorsed success
criteria, financial implications, and risk criteria, to identify the best match:

IMPLEMENTATION SCENARIOS:
1. Remain a service provider
2. Extended exit plan
3. Compressed exit plan

ENDORSED SUCCESS
CRITERIA:
- Business improvement
principles
- Service outcome
- Council Plan and
Positive Ageing
Strategy
- Transition

FINANCIAL
IMPLICATIONS
- unit cost
- budget savings
- residual cost

RISKS:
- Unsustainable
- Quality reduction
- Difficult transition
- Unaffordable
- Weak market
- Industrial action
- Reputational damage
- Insufficient capacity to
deliver

EXTENDED EXIT PLAN (2):
achieves the best match with the success criteria, features
low overall risk, reduces Council’s $1.35M subsidy

e.

Implementation scenario findings

The results of the implementation scenario analysis are tabulated below:
Possible implementation
scenario

Match with
success criteria

Risk

Financial
implications

Remain a service provider
Extended exit plan
Compressed exit plan
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An extended exit plan achieves the best match with the endorsed success criteria, risk
criteria, and financial implications.

f.

Conclusion

The reformed aged care environment of the future, featuring choice and competition,
will lead to local government not being a competitive service provider. Evidence
contained in the Research Paper and the Options Paper shows that:


relinquishing in-home service supports (including assessment), and retaining and
modifying social supports achieves the best match with the success criteria



an extended exit plan achieves the best match with the adopted success criteria,
features a low overall level of risk (with no high risk items), and will eliminate
Council’s $1.35M subsidy of above market wages and overheads



an extended exit plan will facilitate market growth and development (the market
provides quality services), and allow a smooth transition to new arrangements for
clients



sub-contracting, full cost pricing, and a hold on new clients for certain activities,
may be appropriate transition tools, and



with funding agreements beginning to expire in 2019, a timely decision is essential
to maximise the limited time available
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6. REVIEW PART 3 - NEXT STEPS
The preceding Sections 2 and 3 of this report revise and summarise the research and
options development phases of this review that have been completed.
The following Section 4 comprises the bulk of the remaining phase of the review, and
includes:


a summary of the extensive community engagement process undertaken



detailed analysis of the submissions and feedback received



identification of actions in response to the feedback, and



a final check of the reform environment

Section 5 sums up the accumulated research, options development, and community
engagement information to identify the options and implementation scenario that are
likely to provide the best outcomes for the community.
Section 6 weighs up the facts against community feedback and recommends a refined
option with implementation actions, for consideration by Council
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Section 4 –
COMMUNITY ENGAGEMENT and
ENVIRONMENT CHECK
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7. COMMUNITY ENGAGEMENT
a.

Introduction

The Positive Ageing Service Review - Community Engagement Plan called for
stakeholder engagement during the Research phase, and comprehensive community
engagement during the Options Development phase of the project.
The Options Paper and a Discussion Paper were publicly released to inform community
feedback. This section of the report describes the community engagement process,
and analyses and provides responses to the written submissions and community
workshop findings.

b.

Community engagement plan – options development phase

The engagement plan for the Options Development phase of the review project is
summarized as follows:
Stakeholders

Engagement tools

Positive Ageing staff

 Meeting/workshops with Positive Ageing staff
 Regular updates

All staff

 Shire Wire

Selected stakeholders to
serve as reference groups

 Attendance at scheduled meetings
 4-6 page discussion paper

Clients and families

 Letter explaining review and feedback opportunities
 4-6 page discussion paper
 Submission form with prompt questions (hardcopy, via phone
or online)
 Carers
 Web page for engagement form
 Client sessions

Wider community









Union

 Letter/direct contact as needed

Media

 4-6 page discussion paper
 Media release and briefing

4-6 page discussion paper
Direct email to selected stakeholders
Distribute around community settings
Mayor’s Column
Media release
Web content
Link to submission form

There were numerous challenges particularly associated with this round of consultation,
including:


Reform complexity – the Australian government is six years into its 10 year reform
plan; where traditional block funding agreements will be replaced by choice and
competition
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Review complexity – feedback was sought regarding Council’s future Positive
Ageing role, requiring the consideration of 10 different options for 12 separate
Positive Ageing activities, using 16 ‘success criteria’ as assessment filters



Discussion Paper – the complexity of the matter made it very difficult to design an
accessible document that conveyed the necessary information to a broad
community audience



Target audience – the target audience are mostly the elderly, some of whom would
find it difficult to understand the aged care reforms or Council’s review of its
Positive Ageing services, and



Engagement – the difficulty of engaging with, and gaining feedback from the
broader community (118 of the 133 submissions received were from clients or
friends or family of clients)

The Community Engagement plan was comprehensive and adhered to in full and
expanded/extended when it was identified that more time was required. The following
measures were implemented to mitigate the above challenges:


Community Care Workers were briefed to be able to answer basic client questions
and to provide advice regarding completing the submission document



a letter including a discussion paper, frequently asked questions, and a
submission form, was mailed to all clients



meetings and workshops were conducted with community groups to explain the
review, answer questions, and encourage further dissemination and submissions



community networks and forums (such as U3A, Lions, Rotary and progress
associations) were used to reach out to existing and future clients and families



paper literature was distributed as widely as possible including Doctors surgeries,
libraries, retirement villages, community noticeboards, and Council offices



the media were briefed, press releases issued, and advertisements placed in local
newspapers



electronic information was posted to Council’s website and facebook page



submissions of any type were accepted (including telephone, or verbal via
Customer Service), and



c.

the closing date was extended to 23 April, allowing 9 weeks for submissions

Community engagement schedule

The engagement schedule for the Options Development phase of the review project is
tabulated below (the ‘Reach’ column refers to the number of people that were either
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directly mailed/emailed, attended meetings, viewed the webpage, or the estimated
number of readers, visitors, etc):
Date

Audience/distribution

Description

Reach

21/2

PA staff

Briefing regarding Council report

7

22/2

All staff

Briefing regarding Council report

60

23/2

Geelong Advertiser
Surf Coast Times

Media briefing regarding Council report
(attended by 2 Journalists)

2

27/2

Council/community

Council meeting - release discussion
paper and commence community
engagement (gallery attendance and
download of minutes not recorded)

9

28/2

PA staff

Explanation of Council meeting outcomes

28/2

Council office visitors

Discussion Paper and Submission Form
hardcopies placed at reception

28/2

Community

/haveyoursay webpage uploaded, with
links to Discussion Paper, Submission
Form, Options Paper and FAQs

28/2

External providers
(participants in 2017
market scan)

Direct email with link to website

10

28/2

External providers
(identifying as local
providers)

Direct email with link to website

10

29/2

Library patrons

Discussion Paper and Submission Form
hardcopies placed at reception

1/3

Community

Surf Coast Times article

1/3

Committee for Lorne

Telephone conversations, email to CFL,
on-forwarded to all members and
connected networks (offer to meet with
executive declined)

1/3

Probus

Email request to speak to 7 Surf Coast
Probus clubs and/or email members
(response from Anglesea Probus only)

2/3

Clients

Mail-out (Discussion Paper and
Submission Form) to all clients

5/3

Community

Posted to facebook

5/3

Community House
Network (Lorne, Spring
Creek, Winchelsea, Deans
Marsh)

Email to Community House Network for
forwarding on to all members (unable to
meet due to misalignment with quarterly
meeting cycle)

est - 1,914

5/3

Men’s Sheds (Torquay,
Anglesea, Winchelsea,
Lorne)

Email to Men’s Shed Network for
forwarding on to all members (unable to
meet due to misalignment with quarterly
meeting cycle)

est - 275

6/3

Volunteers

Direct email to all volunteers with link to
website

9/3

Lorne Community Hospital

Meeting with CEO

35
est - 3,600
617

est <21,000
est >5,000
600

7

600
4,000

53
1
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Date

Audience/distribution

Description

Reach

11/3

Retirement Villages (Star of
the Sea, Lions Village
(Torquay and Anglesea),
Villa Maria)

Discussion Paper and Submission Form
hardcopies placed at reception

13/3

Café style and Laurel
Ladies (Torquay)

Face to face presentation, followed by
group workshops – refer to appendix 2

15

14/3

Growing Winchelsea Inc

Face to face presentation to executive;
collateral issued to all members

15

16/3

GPs and Doctors
Surgeries

Discussion Paper and Submission Form
hardcopies placed at reception

19/3

Senior Citizens

Face to face presentation, followed by
group workshops – refer to appendix 3

10

20/3

Café style and Laurel
Ladies (Anglesea)

Face to face presentation, followed by
group workshops – refer to appendix 4

15

20/3

Lions Club (Torquay,
Anglesea, Winchelsea)

Face to face presentation to zone
executive; collateral issued to all
members

10

20/3

Anglesea Community
Network

Face to face presentation

5

21/3

Moriac Community
Network

Face to face presentation

3

21/3

Hesse Rural Health

Offer to meet with executive (declined,
but will make a submission)

-

22/3

Community

Advertisement on Council page in Surf
Coast Times

est >5,000

23/3

Volunteers

Face to face presentation and discussion

23/3

Department of Health

Direct email with link to website

N/A

23/3

Department of Health and
Human Services

Direct email with link to website

N/A

23/3

National Disability
Insurance Agency

Direct email with link to website

N/A

23/3

Municipal Association of
Victoria

Direct email with link to website

N/A

27/3

Café style and Laurel
Ladies (Winch/Moriac)

Face to face presentation, followed by
group workshops, refer to appendix 5

20

28/3

Lions Village (Anglesea)

Face to face presentation and
discussion, residents encouraged to
make individual submissions

15

29/3

Community

Advertisement on Council page in Surf
Coast Times

4/4

Anglesea Community
Network

Email to ACN, on-forwarded to all
members and connected networks (offer
to meet with executive declined)

5/4

All Abilities Advisory
Committee

Face to face presentation to the
committee; submissions encouraged

5

6/4

U3A (Torquay and
Anglesea)

Face to face presentation to executive;
collateral issued to all members

3

4

Unknown

2

est >5,000
800
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Date

Audience/distribution

Description

9/4

Salvation Army and Surf
Coast churches

Email to the Salvation Army and to Surf
Coast churches inviting a submission and
for forwarding on to all members

6

9/4

Rotary Club (Torquay)

Guest speakers at Rotary Club dinner
meeting; collateral issued to all members

30

16/4

Anglesea Probus
(incorporating Aireys Inlet)

Face to face presentation to members

19/4

Community

Extended closing date -advertisement in
the Geelong Advertiser, Surf Coast
Times, and Winchelsea Star

23/4

d.

Reach

100
est >5,000

Submissions close

Feedback received

One hundred and thirty three written submissions were received by the extended
closing date. One hundred and eighteen of those submissions were either from clients,
or family (or friends) representing clients.
Sixty clients provided feedback at community group workshops.
Feedback from 178 clients (118 + 60) from a client base of 600 represents a response
rate of 30%.

e.

Submissions analysis

The submissions are carefully analysed in the following chapters:
Chapter 8 provides an overview of all submissions and quantifies community support
of the various options and implementation scenarios
Chapter 9 analyses and provides commentary to five very detailed and well
researched submissions
Chapter 10 provides an overview of the four workshops that were conducted with Café
style, and Seniors Citizens groups, and
Chapter 11 provides a wrap-up of the community engagement phase, including
conclusions and actions that manifest in this report and will inform
implementation and transition planning
Note that an electronic compilation of all submissions (redacted for confidentiality, but
otherwise verbatim and unedited), is available upon request.
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Conclusion

It’s believed that the consultation process undertaken was detailed and comprehensive
and allowed clients, carers, family members, service providers, and the general
community multiple opportunities to provide feedback on the options and scenarios put
forward.
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8. WRITTEN SUBMISSIONS SUMMARY
a. Introduction
One hundred and eighteen of the 133 submissions received were either from clients, or
family (or friends) representing clients. One hundred and eighteen submissions from a
client base of 600 represents a response rate of 20%.
The submissions were inputted into the SurveyMonkey app for analysis. Based on the
response rate and a required confidence level of 95%, the SurveyMonkey calculator
indicates a margin of error of 8%. This means that there’s a 95% likelihood that the
submission results are within +/- 8% of the views of all clients.

b. Typical respondent
The typical respondent is female, lives in Torquay and is a recipient of the service.
Q1. Gender?

Q2. Locality?
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‘Other’ includes Bellbrae, Fairhaven/Moggs Creek, City of Geelong and Melbourne (the
Melbourne respondents are Non-Government Organisations (NGOs)).
Q3. Interest?

There were 5 submissions from non-government service providers, all of whom
participated in the market scan reported in the Research Paper. These NGOs also
made contact to restate their interest in the review and in local opportunities.

c. Possible future service delivery options
Q4.



53% of respondents favour Council remaining a service provider, either with no
change to the service (29%), or modified to improve efficiency and charging full
cost prices (24%) ... “I’d prefer to pay a little more, than compromise a good
service”.



32% of respondents failed to answer this question, indicating in general, a lack of
understanding of the issues.
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15% either clearly understood the issues, or had experience with NGO providers,
and favoured handing back service delivery responsibility to the responsible
agencies.



5% favour sub-contracting; in part … “so that Council can retain an overseeing
role”.

d. Possible implementation scenarios
Q5.
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When it comes to possible implementation scenarios, remain a service provider is
preferred over an extended exit plan by a narrow margin (40% vs 35%).



Consistent with the previous question, 30% of respondents failed to answer this
question. And not surprisingly, there’s no interest in a compressed exit plan.



Responses add up to 105.3% because some respondents answered twice; they …
“prefer Council to remain a service provider, but also understand that change is
coming and therefore an extended exit plan is the best option”.

e. Comments
The submission form invited comments:
Q6.

Ninety-five ‘other’ comments were received and without a guiding question, the
responses were quite varied. Nevertheless, the responses can be generally categorized
as follows:

Note that although ‘fear of change’ was only specifically identified in 5% of
submissions, its presence can be noted in most through concerns, preferences, and
criticisms.
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Of the above categories, ‘Fear of change’, ‘the difficulty of navigating the system alone’,
and ‘a lack of understanding of reforms, the review and the future’ were common
themes of concern observed at meetings held with community groups (refer to chapter
10).
The following table identifies feedback that has been taken into account in this report,
and will be taken into account in communications and in future phases of the project:
Feedback

Action

Aged care reform, that Council will
become an unaffordable provider in a
competitive market, and the need for
change, is not well understood by the
community

Emphasise that:

Most respondents are fearful of change
and the unknown
Many respondents expect Council to have
an ongoing role - in aiding service system
navigation, advocacy and representation

 the purpose of this review is to identify the
service model that will best ensure
continued access to affordable, quality
services, and
 the aim of an extended exit plan is to
provide a smooth transition to new
arrangements
Recommend that Council maintain a
representation/advocacy/service system
navigation role

f. Conclusions
The following conclusions may be drawn from the submissions received:


there’s a high level of confidence (95%) that the submissions received are
representative of the views of all clients (+/- 8%)



Council is a respected and trusted provider of in-home supports for older people
and people with a disability



53% of respondents would prefer no change, and for Council to remain their
service provider



if change is coming, 40% of respondents would still prefer Council to remain their
service provider even if it costs a bit more, whilst 35% would prefer Council to
carefully relinquish services via an extended exit plan

The written submissions provide feedback that has been taken into account in this
report, and will be taken into account in communications and in future phases of the
project. The findings of the service review are not affected by the written submissions.
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9. ANALYSIS OF DETAILED WRITTEN SUBMISSIONS
a. Introduction
Five detailed written submissions were received warranting specific comments and
responses. These 5 focused on critiquing the review process and raised reasonable
concerns that are important to address. Without a response, these submissions would
leave unanswered questions regarding the review process.

b. Concerns
Refer to Appendix 2: ‘Analysis of detailed written submissions’, for a complete
tabulation of the 5 submissions, including each concern verbatim and unedited, the
Officer’s comment, and a resultant action.
The following table identifies actions that can be implemented in response to the
concerns raised in the detailed written submissions:
Concern category

Action

Review scope
Methodology
Funding agreements
Connection with Council strategy
Population analysis
Activity analysis
Market analysis
Implementation scenarios
Community engagement

Provide better clarity and visibility of the:
reform roadmap
review purpose - to identify the service model
that will best ensure continued access to
affordable, quality services
the extensive background research and
analysis that has been conducted
endorsed ‘success criteria’ and the
comprehensive evaluation matrices used to
identify and analyse options, and
comprehensive community engagement
process

Review focus

Address care coordination and integration

Activity analysis
Provider analysis
Organisational implications
System navigation
Council safety net
Council’s future role
Implementation

Introduce and discuss options for Council’s future
role in aged and disability care (which may include
establishing a local advisory committee)

Thin market

Clearly articulate the benefits of an extended exit
plan

Implementation scenarios

Provide a more prominent definition of timeframes
Clearly communicate Council’s decision, the
implications, and the next steps

Paper leads to a foregone
conclusion

Reinforce the message that the service itself is not
under threat, the review is about Council’s future
role, and how services can be delivered
sustainably
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Concern category
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Action
Review whether the Research Paper can now be
released to the public

Gender equity

Consider gender equity implications in future
detailed phases of the project

Affordability

Reinforce that:
block funding will be replaced by choice and
competition when funding agreements begin
to expire in 2019
the Productivity Commission requires a level
playing field
full cost pricing must be introduced in 2020
(but note that current guidelines don’t allow
services to be refused if a client is unable to
pay), and
Council will become an unaffordable provider
in a competitive market

Organisational implications

Continue to meet or exceed industrial
requirements (the Surf Coast Shire Council
Enterprise Agreement)

Council safety net
Council’s future role
Implementation

Carefully plan future phases to ensure minimum
disruption to clients, and include mechanisms to
support clients, and metrics to measure and judge
market penetration and capacity

Community engagement

Carefully plan any implementation and transition
phase, including establishing an advisory
committee
Make redacted submissions (but otherwise
verbatim and unedited) available upon request

c. Conclusion
The detailed submissions provide feedback that has been taken into account in this
report, and will be taken into account in communications and future phases of the
project.
The findings of the service review are not affected by the detailed written submissions.
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COMMUNITY WORKSHOPS
Introduction

Council conducted 13 community meetings attended by 242 people. Most meetings
were in the form of presentations, followed by a question and answer session, and an
invitation to participate and submit an individual submission. Workshops were
conducted with four Café style, Laurel Ladies, and Senior Citizens groups.

b.

Summary

Refer to Appendices 3 to 6, for workshop details and notes. The following table
identifies actions that will be implemented as part of the transition planning process, in
response to the community workshop findings:
Finding

Action

Clients trust and are very comfortable with
the Council provided service

Emphasise that the purpose of this review
is to identify the service model that will
best ensure continued access to
affordable, quality services

Concern about cost and quality if Council
is not the service provider
Clients are fearful of change

Reinforce the message that the service
itself is not under threat, the review is
about Council’s future role, and how
services can be delivered sustainably

Concern about navigating the new system
without Council’s involvement

Introduce and discuss options for
Council’s future role in the aged and
disability environment

Council has an ongoing
representation/advocacy/community
strengthening role
Provided quality and cost are maintained,
who provides the service is less important

Clearly articulate the details and benefits
of an ‘extended exit plan’

Preference for a longer time frame for
change
Some are anticipating choice and
competition, and want to know the details

c.

Continue to communicate with the
community and actively share available
information

Conclusion

The community workshops provided feedback that has been taken into account in this
report, and will be taken into account in communications and in future phases of the
project.
The findings of the service review are not affected by the Community Workshop
outcomes.
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COMMUNITY ENGAGEMENT WRAP-UP

a.

Introduction

The conclusions and actions from the preceding three chapters (and the appendices)
are consolidated in this chapter.
Note that an electronic compilation of all submissions (redacted for confidentiality, but
otherwise verbatim and unedited), is available upon request.

b.

Options development phase key findings

The key community engagement findings are:


the consultation process undertaken was detailed and comprehensive and allowed
clients, carers, family members, service providers, and the general community
multiple opportunities to provide feedback on the options and scenarios put
forward



One hundred and thirty three written submissions were received by the extended
closing date. One hundred and eighteen of those submissions were either from
clients, or family (or friends) representing clients. 60 clients provided feedback at
community group workshops. Feedback from 178 clients represents a response
rate of 30%



There’s a high level of confidence (95%) that the submissions received are
representative of the views of all clients (+/- 8%)



Council is a respected and trusted provider of assessments and in-home supports
for older people and people with a disability



Most respondents would prefer no change, and for Council to remain their service
provider



If change is unavoidable, 40% of respondents would still prefer Council to remain
their service provider even if it costs a bit more, whilst 35% would prefer Council to
carefully relinquish services via an extended exit plan



Clients are concerned about:

c.

-

access to services

-

a possible increase in the cost of services

-

a possible reduction in the quality of services, and

-

navigating a complex service system alone

Actions arising:

The following table lists the actions identified in the preceding chapters that respond to
community engagement feedback, concerns and findings, and provides a reference
describing how/where the action will be addressed:
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Action

How/where addressed

Emphasise that:

Executive Summary, Sections 1, 5
and 6, Appendix 7

-

-

the purpose of this review is to identify the service
model that will best ensure continued access to
affordable, quality services

39

Community Engagement Plan
Future project phases

the aim of an extended exit plan is to provide a
smooth transition to new arrangements, and

- Council will maintain a representation/

advocacy/service system navigation role

Provide better clarity and visibility of the:

Sections 1 and 2 of this paper

-

reform roadmap

Community Engagement Plan

-

review purpose - to identify the service model that
will best ensure continued access to affordable,
quality services

Future project phases

-

the extensive background research and analysis that
has been conducted

-

endorsed ‘success criteria’ and the comprehensive
evaluation matrices used to identify and analyse
options, and

-

comprehensive community engagement process

Address care coordination and integration

Future project phases

Introduce and discuss options for Council’s future role
in the aged and disability environment (including
establishing a local advisory committee)

Sections 5 and 6, Appendix 7

Clearly articulate the benefits of an extended exit plan

Section 5

Provide a more prominent definition of timeframes in
future documentation

Appendix 7 – Reform Readiness Plan

Clearly communicate Council’s decision, the
implications, and the next steps

Community engagement plan

Reinforce the message that the service itself is not
under threat, the review is about Council’s future role,
and how services can be delivered sustainably

Executive summary, Section 5

Review whether the Research Paper can now be
released to the public

The Research Paper contains
sensitive information relating to
various agencies and organisations;
refer instead to the publicly released
Research Paper Executive Summary

Include a Staffing Matters chapter

Future project phases

Continue to meet or exceed industrial requirements

Future project phases

Carefully plan future project phases to ensure minimum
disruption to clients, and include mechanisms to
support clients, and metrics to measure and judge
market penetration and capacity

Appendix 7

Carefully plan future project phases, including the
establishment of an advisory committee

Appendix 7

Make all submissions (redacted for confidentiality, but
otherwise verbatim and unedited) freely available

Available upon request

Continue to communicate with the community and
actively share available information

Community engagement plan

Future project phases

Community engagement plan
Future project phases

Future project phases

Future project phases
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Conclusion

The Research phase included client, volunteer and staff surveys, and was conducted
during April and May 2017. A key finding of the Research phase survey was that quality,
affordability and reliability are important; who provides the service is less important.
This comprehensive round of community engagement confirmed the importance of
quality and affordability, but was less definitive regarding who provides the service.
Community engagement has reinforced the importance of transitional arrangements,
and provided feedback that has been taken into account in this paper, and will be taken
into account in communications and in future phases of the project.
The findings of the service review are not affected by the community engagement
outcomes.
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REFORM ENVIRONMENT CHECK

a.

Introduction

The responsible agencies identified in the Research Paper were interviewed again
during April/May 2018 to discuss the reform environment and any changes or
developments that may affect the funding programs that they are responsible for, or the
findings in Council’s Options Paper.

b.

Department of Health and Human Services (State government)

The DHHS is responsible for Regional Assessment Services and the HACC Program for
Younger Persons. The Regional Assessment Service Agreement is fixed term and
expires on 30 June 2019. The HACC PYP Service Agreement is ongoing.
DHHS representatives:


advise that there have not been any changes or developments that affect the
information on which the findings of the Options Paper are based



advise that if Council decides to exit, the DHHS would favour an extended exit
plan to facilitate a smooth transition, and



commented that Council’s review process seems to be thorough, accurate and
appropriate

c. City of Greater Geelong
COGG is the lead agency responsible for the administration of Home Care Packages in
an alliance of G21 Councils. The Barwon Local Government Home Care Packages
Program Alliance Memorandum of Understanding expires on 31 July 2018.
COGG representatives advised that they are not aware of any changes to the Home
Care Packages program or to the alliance memorandum, which will affect the findings
of the Options Paper.

d.

National Disability Insurance Agency

The NDIA is responsible for the implementation of the National Disability Insurance
Scheme (NDIS). The NDIA provides individual funding to support Consumer Directed
Care.
NDIA representatives:


advise that there have been changes to improve the participant and provider
experience with the NDIS, which would not necessarily affect the overall thrust of
the Options Paper
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reminded Officers that it’s the responsibility of current providers to ensure service
continuity ie, find another provider (note that this is unique to the NDIS and doesn’t
apply to block funded activities), and



commented that Council’s review process seems to be thorough, allowing full
consideration of available options

e.

Department of Veterans’ Affairs

The DVA is responsible for Veterans’ Home Care. The Delivery of Veterans’ Home Care
Services to Entitled Persons Agreement with Council expires on 30 November 2019.
DVA has an option to extend the agreement by periods of up to a total of three years.
DVA representatives:


advise they are not aware of any developments or changes in the Veterans’ home
care environment that might affect the findings of the Options Paper



confirm that 3 months’ notice is required to terminate the current service
agreement, and



believe that client continuity of care is paramount, and therefore careful planning to
ensure a smooth transition to new arrangements is important (if the decision is
made to exit)

f.

Department of Health (Commonwealth government)

The DOH is responsible for the Commonwealth Home Support Program (CHSP). In
Victoria, existing CHSP funding arrangements will continue until 30 June 2019, after
which new Standard Grant Agreements will be offered to deliver services until 30 June
2020.
DOH representatives advised the following:


The new CHSP Program Manual, effective from 1 July 2018, provides an increased
focus on wellness and re-ablement however in regards to the reform roadmap, the
DOH representatives were unable to provide further information to that which is
already publically available, as decisions on the future of the program post 2020
have not yet been made



Council may consider the following options in determining its role under the CHSP:
-

continuation of service provision

-

sub-contracting to a suitable alternative provider that can maintain overall
direction and responsibility for the services council delivers

-

nominating an alternative provider for possible novation of funding - note that
this is subject to the Department’s agreement and Council should work with
the Department in determining an appropriate alternative provider, and
Final report - July 2018

Positive Ageing service review – community engagement findings and recommended option paper

-

43

relinquish funding to the Department to consider an approach to market if
appropriate



Service Providers will be required to work with the Department to ensure the
smooth transition of services to another provider, keeping in mind the following:
-

the outgoing service provider remains responsible for the continuity of the
service delivery throughout the transition period

-

the outgoing service provider is required to prepare, update and implement a
Transition-Out Plan and ensure that all client records are complete and up to
date, and

-

formal transition of services to an alternative provider can take many months
to identify and to reach agreement on an appropriate alternative provider.
Any such approval will be at the discretion of the Department’s delegate

(Refer to the Department of Health, ‘Transfer of Commonwealth Home Support Service
Delivery between Victorian Service Providers – Fact Sheet’).

g.

Conclusion

The findings of the service review are not affected by a check of the reform
environment.
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CONCLUSION

Community engagement and review of the reform environment:


reveals nothing to affect or change the findings of the service review



reinforces the importance of transition and implementation planning, and provides
feedback and actions that can be taken into account and implemented





allows identification and confirmation of the preferred:
-

future options for each Positive Ageing activity, and

-

implementation scenario

allows the development of recommendations for consideration by Council
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Section 5 – SUMMING UP
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JOURNEY

The following illustration charts the comprehensive review process that’s been
undertaken to inform good decision making at the 24 July Council meeting:
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BEST MATCH BY ACTIVITY

The Options Paper employs the endorsed ‘success criteria’ to assess each Positive
Ageing activity against a full range of possible options, and identify the best match.
Community engagement and a final review of the reform environment fails to reveal any
material thing to change or affect the options analysis, but does highlight unresolved
community concerns not only about the changing environment, but also around the
complexity of the aged care and disability service reform.
Although not recommended, it can now be confirmed that progressively relinquishing
the following assessment and in-home support services:
In-home support services:
Assessment
CHSP (Personal care, Domestic assistance, and Respite)
CHSP (Property maintenance)
Delivered meals (CHSP and HACC PYP)
Home care packages
Veterans home care
NDIS
Brokered services
Special projects
and retaining and modifying the following social support activities:
Social support activities:
Musical mornings
Café style support
Senior citizens centres
achieves the best match with the success criteria and therefore represents the best
outcome for clients and the community.
Refer to the Options Paper for detailed analysis and evaluation.
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BEST MATCH BY IMPLEMENTATION SCENARIO

The Options Paper identifies three possible implementation scenarios that provide
insight into how the best options may be implemented. It assesses those scenarios
against the endorsed ‘success criteria’, and risk and financial implications, to identify a
best match.
Community engagement and a final review of the reform environment failed to reveal
any material thing to affect or change the best match, but does highlight unresolved
community concerns not only about the changing environment, but also around the
complexity of the aged care and disability service reform.
Although not recommended, it can now be confirmed that an extended exit plan
(relinquish service delivery in a carefully planned way over three years, with an
emphasis on a smooth transition and service continuity for clients, and fostering market
growth for long term sustainability), achieves the best match with the success criteria
and therefore represents the best outcome for clients and the community.
Refer to the Options Paper for detailed analysis and evaluation.

17.

COUNCIL’S FUTURE ROLE

Reform and eventual change is unavoidable. The review indicates a changing role for
Council, from a current focus on service delivery, to a future role focusing more on
community strengthening and advocacy.
The following diagram illustrates how Council’s role may change over time to benefit
the community:
Council's future role

2018/19

2019/20

In-home service supports
Quality control
Advocacy

2020/21
Social support activities
Service system navigation

2021/22

2022/23

Community development
Representation
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The diagram shows how:


Council’s provision of in-home support services may be progressively reduced with
a residual safety net service maintained until a reliable external market is
established



advocacy and community strengthening activities may increase, and



service system navigation and representation activities remain available

18.

CONCLUSION

Eighteen months of comprehensive research and analysis confirms that handing back
service delivery to the responsible agencies over an extended period of time (and
guaranteeing the transition with a Council safety-net and other protections), represents
the best outcome for the community.
But community feedback gained through the consultation process has resulted in a
pause and reflection on the next steps.
Although an extended exit of service delivery clearly represents the best outcome for
the community, a more prudent approach is recommended, with the development of a
detailed ‘reform readiness plan’, formulated with input from a representative advisory
committee.
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Section 6 – RECOMMENDED OPTION
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19.

REFINED OPTIONS

Faced with the challenges of an ageing population, the Australian Government is
changing the way that aged care and disability services will be delivered in the future.
The major reform feature is the introduction choice and competition, which is set to
replace current ‘block’ funding arrangements in 2020 (but it’s likely that a limited time
extension to the current agreements will be offered). In the new environment, local
government will be an expensive provider in a competitive market.
These reform changes are unavoidable and will affect all service providers (including
Councils that are still involved in service provision) - change is coming and all Councils
must analyse and carefully consider their future roles and approaches.
This review has been undertaken to identify how older people and people with a
disability living in the Surf Coast Shire can continue to have access to affordable, quality
services in the future.
Eighteen months of comprehensive research confirms that handing back service
delivery to the responsible agencies over an extended period of time (and guaranteeing
the transition with a Council safety-net and other protections), clearly represents the
best outcome for the community. Refer to Section 5: Summing-up.
Extensive consultation described in Section 4, highlights unresolved community
concerns not only about the changing environment, but also around the complexity of
the aged care and disability service reform. Key themes that we have heard loud and
clear from our community are:


there is fear of change and the unknown future aged care and disability service
environment



significant concerns around how older people and people with a disability will
navigate the new and complex system alone, without Council there to support
and advise them and



a belief that Council is currently the only proven, local provider known to existing
clients and the broader community.

Consideration of the community feedback gained through the consultation process has
resulted in a pause and reflection on the next steps. With community concerns at the
forefront, an ‘up-front’ decision for an extended exit of service delivery is not
recommended. Rather, a detailed plan is favoured that shows the next steps and allows
for these options to be developed and assumptions tested, prior to Council
endorsement. This has resulted in a further refinement of the previously identified
options as follows:
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Refined options

Comments

1.

Wait for change and then respond
(WAIT AND SEE)
a. Conclude service review – retain
findings
b. Await further developments in the
sector (expected early 2019)
c. Consider options at that time

 aligns with community feedback
 possibly more information available for
decision making
 reduces available time to respond to
change or transition
 inhibits market growth
 no safety-net guarantee

2.

Plan for change (PLAN AND ACT)
a. Establish a Positive Ageing
Advisory Committee
b. Develop a Reform Readiness Plan
(with Advisory Committee input)
c. Provide proactive advice and
recommendations to Council

 respects community feedback
 best match with success criteria and
best outcome for community
 aligns with the reform roadmap
 facilitates market growth
 maximises time for a smooth transition
 comprehensive review supports action
 underpinned by council safety-net
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RECOMMENDATION

Reform is underway and all Councils must carefully rethink their roles and approaches.
After weighing up the evidence for an extended exit plan against community concerns,
it’s recommended that Council continue to proactively plan for the change that’s
coming and adopt refined option 2:
2.

Plan for change (PLAN AND ACT), including
a. Establish a Positive Ageing Advisory Committee
b. Develop a Reform Readiness Plan (with Advisory Committee input)
c. Provide proactive advice and recommendations to Council

Initial actions associated with the implementation of Option 2 should include:
1. establishment of a Positive Ageing Advisory Committee
2. development of a refined suite of guiding principles
3. development of a Reform Readiness Plan, and
4. communication with key stakeholders
Refer to Appendix 7: ‘Planning for change’, for further detail regarding identified
actions.
This refined option:


protects the interests of existing and future clients and families



respects community feedback



will NOT affect whether clients receive a service



provides the best outcome for the community



aligns with the reform roadmap



will support market growth



maximises the time available to plan for reform changes, and



proactively responds to aged care reforms
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APPENDICES
Appendix

1

References

2

Analysis of detailed written submissions

3

Workshop notes - Torquay Café Style and Laurel Ladies

4

Workshop notes – Senior Citizens Groups

5

Workshop notes - Anglesea Café Style and Laurel Ladies

6

Workshop notes – Winchelsea and Moriac Café Style and Laurel Ladies

Note: An electronic compilation of all submissions (redacted for confidentiality, but
otherwise verbatim and unedited), is available upon request
7

Planning for reform
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Appendix 2: ANALYSIS OF DETAILED WRITTEN SUBMISSIONS
a. Introduction
Five detailed submissions were received warranting specific comments and responses (refer to chapter 9). The identified concerns have been grouped by
issue as follows (in order to deal with them efficiently):


Review scope



Review focus



Methodology



Funding agreements



Connection with Council strategy



Population analysis



Activity analysis



Market analysis



Provider analysis



Thin market



Implementation scenarios



Paper leads to a foregone conclusion



Gender equity



Organisational implications



System navigation



Affordability



Council safety net



Council’s future role



Implementation



Community engagement

The following tables list each concern verbatim and unedited, and provide comment and a resultant action:

b. Detailed analysis
Issue - Review scope
Submitter
1

Verbatim submission

Comment

Action

The discussion paper focused on the current delivery of services of
Council, and not the wider suite of aged and disability services
offered across the municipality

The Project Charter identifies the review scope as the services
provided by Council. Nevertheless, the Research Paper introduces
and discusses the continuum of aged and disability care, and finds
that many NGOs offer a more comprehensive continuum of care
than local government

Provide better visibility in this
paper and in
communications, of the
extensive background
research and analysis that
has been conducted as part
of this review
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Issue - Review focus
Submitter
1

Verbatim submission

Comment

Action

The review focuses narrowly on the current services it provides, and
does not demonstrate the ‘value add’ of the current services
(service coordination and integration)

It’s an omission that neither the Research Paper nor the Options
Paper specifically discuss the excellent and beneficial care
coordination services provided by Council; rather the papers simply
acknowledge that Council provides well respected, high quality,
responsive services.

Address care coordination
and integration in this paper

Care coordination and integration is not exclusive to local
government. Many NGOs offer a more comprehensive continuum
of care and integration than local government

Issue - Methodology
Submitter
1

2

2

Verbatim submission

Comment

Action

The options are founded on economics. The methodology behind
the options development is sound, but dependent on the
organisation and wider community interests focused purely in
financial terms. It does not explore wider impacts of exiting
services, and the non-economic rewards

Council endorsed ‘success criteria’ are solely used to identify and
analyse options (refer to the publicly released Options Paper). The
success criteria include:

Provide better visibility in this
paper and in
communications, of the
endorsed ‘success criteria’
and the comprehensive
evaluation matrices used to
identify and analyse options

It’s a disappointing discussion paper when the proposal outlines
are aligned only with economic benefits, and fails miserably on the
alignment between service delivery and health and wellbeing
outcomes for the community
There is no discussion about splitting and/or retaining a component
of the service/assessment functions. Surely Council should
consider to retain the assessment focus should it choose to
withdraw from the service delivery arm and yet this paper fails to
discuss this as an option. The Assessment function is in place, the
infrastructure is already in place, the staff who work within the
assessment function are the contact points for the community, they
are often the most trusted interface between community and






Business Improvement principles
Council Plan and Positive Ageing Strategy
Service outcomes, and
Transition

But it’s critical to also understand the financial implications of each
identified option, and this is quantified afterwards
The Research Paper and the Options Paper both provide
comprehensive analysis of component Positive Ageing activities
(including Assessment).
The Options Paper identifies and discusses all possible options,
and uses the endorsed ‘success criteria’ to assess those options
against each Positive Ageing activity.

Provide better visibility in this
paper and in
communications, of the
extensive background
research and analysis that
has been conducted as part
of this review
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Submitter

Verbatim submission

Comment

Council and yet this paper fails to provide any discussion about this
as an option

Due diligence is detailed and comprehensive.
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Action

These submissions highlight:
2

The paper fails to discuss ‘other options’ and by that, it is extremely
limited in its value. One must ask if due diligence has been
undertaken here. I implore Councillors to ask many questions, to
seek out and find the answers to their concerns and that of the
community and to ensure that all options are on the table for robust
and spirited community debate and discussion. These changes are
not to be taken lightly.

 the shortcomings of expressing complex issues in a brief (but
accessible) discussion paper, and
 that most readers either don’t have the time, or the interest, to
refer to more detailed background work

Issue - Funding agreements
Submitter
1

Verbatim submission

Comment

Action

The review talks to expiring funding agreements, but doesn’t
acknowledge that funding agreements have operated in a 3-year
cycle for the past 25 years, and this is not new.

Chapter 6 of the Research Paper confirms that funding agreements
are for 3 year terms. Chapter 7 of the Research Paper discusses
how the Australian government is reforming the aged care system
and explains how block funding will be replaced by individual
funding (Consumer Directed Care) when current funding
agreements expire in June 2019. This is a new development and is
the major driver of this review.

Continue to reinforce the key
message that this review is
being conducted in
response to the Australian
Government’s reform of the
aged care system

Verbatim submission

Comment

Action

This discussion paper is woefully inadequate for the community
purpose it serves. There is no connection between this paper and
the broader remit of Council, its connection with both Statutory
requirements of a Council Plan and Municipal Public Health and
Wellbeing Plan

Chapter 6 of the Research Paper discusses responsibilities;
Chapter 8 discusses the aims and objectives of the Surf Coast
Shire Council Positive Ageing Strategy. Council reports provide
connection with the Council Plan.

Provide better visibility in this
paper and in
communications, of the
extensive background
research and analysis that
has been conducted as part
of this review

Issue - Connection with Council strategy
Submitter
2
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Issue - Population analysis
Submitter
1

Verbatim submission

Comment

Action

The review doesn’t look at population forecast implications, and
that by 2022, 1 in 4 SCS residents (and rate payers) will be aged
over 65. It does not delve into the highest growing cohort of
homelessness in the G21 region is women over the age of 65, and
how the organisation could be best to respond to this critical
growing need of its community, if it were no longer in the
Assessment of older people

Chapter 8 of the Research Paper includes a comprehensive
demographic analysis and finds that ‘older citizens currently
represent about 14% of the resident population and that this is
forecast to double in the next 20 years’.

Provide better visibility in this
paper and in
communications, of the
extensive background
research and analysis that
has been conducted as part
of this review

2

This paper fails the test on providing community context, the
number of people who currently use this service not to mention, the
number of people who will age over time. We know that the
Australian population is an aging one.

5

‘That is a significant cost for ratepayers especially given rate
capping limit how much revenue Council can raise through rates.’ –
isn’t it more about clarifying priorities? If according to the G21 ‘Surf
Coast Region Profile’ that ‘by 2031, the 65 years and over age
cohort will represent 21% of the total Surf Coast population’,
shouldn’t aged care services be a major priority?

The Research Paper and the Options Paper both provide a
breakdown of the units provided by each activity, but neither
provide a breakdown of clients per activity. Chapter 12 of the
Research Paper mentions 680 as the total number of clients.
A key finding of the Research Paper is that ‘the growing and ageing
population adds to the imperative to change how aged and
disability care is provided’

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper

Issue - Activity analysis
Submitter
1

Verbatim submission

Comment

Action

Council is a registered and independent Regional Assessment
Service. Retaining this service would ensure that Council remains
informed around its community members, and active and impartial
in the Aged and Disability space.
Both the Dyson report and SCS discussion paper highlight that the
RAS delivered more than double the number of target hours in
16/17 because of demand for assessment. It also shows that
council subsidised this service. The conclusion that if SCS reduced

Unit rates have been used to assess the costs of Positive Ageing
activities, because unit rates are not affected by quantity.

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper

Reducing assessment hours will reduce the total subsidy, but
cannot lead to a breakeven situation, because Council subsidises
every hour it provides.
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Submitter

Verbatim submission
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Comment

Action

its hours of assessment to only those required, that Council would
not need to subsidise the service has not being explored. The trend
shows a downward trend in cost to council, and this could
potentially break even, if SCS only deliver hours they are funded to.
It would be beneficial to further explore this scenario in order to
maintain contact with the Aged cohort.
4

Home Care Packages run at a considerable profit for Council, so
the money factor cannot be used as a reason to discontinue Aged
Care services in the future. Council certainly has the ability,
capacity, set-up, staff and systems to continue providing much
needed services to Seniors (and Council has already taken massive
positive steps in reducing redundant overhead administration costs
to stay within budget)

The Dyson Report, the Research Paper and the Options Paper all
show that Council subsidises each Positive Ageing activity it
provides

Provide better visibility in this
paper and in
communications, of the
extensive background
research and analysis that
has been conducted as part
of this review

5

Summary Findings (p110, Options Paper) recommendation seems
to be to relinquish all supports apart from ‘musical mornings, cafe
style and Senior Citizens centres but are these really meeting
current needs? They don’t seem to be essential services. Are these
the true priorities for Aged Care services?

The Options Paper identifies the best match with the endorsed
Selection Criteria, it doesn’t make recommendations.

Emphasise that the purpose
of this review is to identify
the service model that will
best ensure continued
access to affordable, high
quality services

‘Best match’ identifies the option that represents the best outcomes
for clients and the community

Issue - Market analysis
Submitter
1

Verbatim submission

Comment

Action

There was not a comprehensive analysis of organisations that offer
other aged care or disability services in the Surf Coast, nor an
attempt to identify current gaps and opportunities. Only select
organisations were approached. A simple way of mapping would
be to access the Health services directory. This is absent from the
review process

Chapters 15 and 16 of the Research Paper provide a
comprehensive analysis (including a Continuum of Care tabulation),
of 10 NGOs identified from the ‘myagedcare’ health services
directory.

Provide better visibility in this
paper and in
communications, of the
extensive background
research and analysis that
has been conducted as part
of this review

A further 10 local providers were invited to provide feedback
regarding the Options Paper.
This research provides a satisfactory analysis of current possible
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Submitter

Verbatim submission

Comment

62

Action

providers.

Issue - Provider analysis
Submitter
5

Verbatim submission

Comment

Action

How will ‘alternative providers’ of services be assessed both before
and during delivery?

Responsible agencies set the performance standards that
providers (including Councils) must meet. Council currently
provides regular reports that responsible agencies use to assess
our performance.

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper

New providers must be assessed by responsible agencies before
being registered.
If Council relinquishes service delivery, responsible agencies will
assess the performance of alternative providers (and receive
complaints).
In the new paradigm, clients will have the ability to choose another
provider if they’re dissatisfied with the service they’re receiving.

Issue - Thin market
Submitter
1

Verbatim submission

Comment

Action

SCS was part of the Barwon trial site of the NDIS and have been a
provider under NDIS for over 4 years. In that time, the NDIA will be
able to show evidence that there are limited service providers for
basic ADLs (Activities of daily living) in the surf coast. Other
services such as Allied health and day programs/ housing options
etc are available and growing, however, organisations that provide
daily ADLs are decreasing. This is a concern as this enables
individuals with a disability to remain in their own homes.
Research(VicHealth) shows that for communities to show resilience
and adequate levels of mental health and wellbeing, the community
needs to address health inequalities, and this focuses on access to

Council is currently the predominant provider of the Positive Ageing
style of in-home supports in the municipality; and Council’s strong
presence and provision of a subsidized service inhibits market
growth.

Clearly articulate the
benefits of an extended exit
plan in this Paper and in
communications

There’s strong evidence that the market will respond if Council
ceases as a service provider:
 Chapter 14 of the Research Paper identifies Councils that have
successfully relinquished service provision and are now
observing market growth
 Chapter 15 of the Research Paper finds that all of the NGOs
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Submitter

4

Verbatim submission

Comment

relevant health and community services. Pockets of the SC already
suffer poor or limited access to these services. A high risk of the
current process of review is that these health inequalities increase,
and the resilience and strength of the SCS decreases. This is
contradictory to the SCS Strategic plan, and puts the SCS Council
at risk of not achieving priorities.

interviewed are very interested in increasing their presence and
service offering in the Surf Coast Shire
 Victoria and Western Australia are the only states where local
government is involved as a service and funding provider, and
 the NDIA advise that despite weak markets, the NDIA have not
witnessed a market failure anywhere in Australia (including much
more remote and isolated communities than Surf Coast)

The Surfcoast Shire is a large rural area and there is not one NGO
Provider who has a reliable and stable workforce to cover services
required by vulnerable seniors within the Surfcoast Shire area. This
will not change in the future as you cannot alter the rural
geographical nature of the Shire; nor will the Surfcoast Shire’s
decision to relinquish its services and falsely assume their actions
will ‘force Other Providers to take up the extra Consumers left by
the Surfcoast Shire’ change the situation.
NGO cannot meet their current existing service demands, let alone
deal with any further expansion. This fact is noted in the Tune
Review (see below extract) and by my own extensive personal
experience over the past eight years.

4

5

63

Action

If Council decides to cease as a service provider, most of its
current workforce will be available to be recruited by other
providers. The experience of other Councils that have relinquished
service provision, is that almost all of their Care Workers have been
recruited by alternative service providers
The purpose of an ‘extended exit’ option is to maximize the time
available to grow the market and facilitate a smooth transition to
new arrangements
Council’s commitment to not leave the community without a
needed service provides a safety net as the local market develops

My personal experience and knowledge spanning over 30 years of
being connected with Surfcoast Shire, is that the Surfcoast Shire
has been the only Service Provider that has been capable of
supplying regular, reliable and high quality services to our
vulnerable and Seniors. Prices charged have always been above
the average compared with other NGO. Gladly these higher prices
have been accepted and paid to ensure regular and reliable
Services. Consumers are not looking for the cheapest service, but
for the services to be provided in a professional, regular and
reliable manner. They are more than willing to pay the extra to have
peace of mind and security with reliability of Services.

Council is currently the predominant provider of the Positive Ageing
style of in-home supports in the municipality; and Council’s strong
presence and provision of a subsidized service inhibits market
growth.

How available currently are alternative Service Providers on the Surf
Coast and will an ‘extended exit plan’ allow sufficient time to

The market in the Surf Coast is currently ‘thin’. The purpose of an
extended exit plan is to maximise the time available to develop and

Full cost pricing will significantly increase Council prices to the point
of being unaffordable, making these essential services
inaccessible.
It’s anticipated that a competitive market will provide affordable,
quality services
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Submitter

Verbatim submission

Comment

develop these?

grow the market.

64

Action

Council’s commitment to not leave the community without a
needed service provides a safety net as the local market develops

Issue - Implementation scenarios
Submitter
1

2

5

Verbatim submission

Comment

Action

The options do not explore what is a ‘short term’ and what is a ‘long
term’ exit. Is short term 5 years or 12 months? Is long term exit 10
years? Or another option of exiting.

Chapters 22 and 23 of the Community Engagement Options Paper
sets out the proposed timeframes as:

Provide a more prominent
definition of timeframes in
future documentation

A long term exit plan would normally be in the vicinity of 5-10 years.
The timeframes around this review are extremely short. Should
Council recommend an option, then it should be within the longest
time frame possible. However, in order to do this, Council must
have a fully transparent Strategy that outlines the steps and
milestones required for any long term exit plan. The long term exit
plan must also include guarantee delivery with "other providers" so
that no one individual is left in the lurch and un-supported. There is
no guarantee that this may not occur for any individual or family
member.
Our main concern with either the ‘extended’ or ‘compressed’ exit
plan is that both will privatise the services to the ageing. Does
Council see this as inevitable and what lobbying is currently being
carried out to seek better solutions? We believe the privatisation
route has already been tainted in the provision of services such as
those offered in both child care and aged care accommodation so
why would the suggested solutions of the ‘Discussion Paper’
achieve better results?

Extended – 2 to 3 years
Compressed – 1 to 2 years
These timeframes have also been discussed in all meetings with
community groups
Unfortunately, the Australian government’s reform agenda doesn’t
allow for a timeframe beyond 3 years

Clearly communicate
Council’s decision, the
implications, and the next
steps

This review project comprises several stages including Research,
Options Development, Preferred Option Identification, and
Implementation. A detailed Implementation Plan will be developed
and released dependent on Council’s decision.
The primary features of the Australian Government’s Aged Care
reform are choice and competition, and national equity. The nation
is currently 5-6 years into the 10-year aged care reform roadmap.
Victorian Councils advocated for retention of the ‘old’ system at the
beginning of the reform journey and achieved some concessions.

Provide clarity in the paper
and in communications
regarding the reform
roadmap, and the purpose
of the review

The options that achieve the best match with the endorsed
selection criteria (extended exit plan) provide the best opportunity
for a smooth transition to the new environment.
Council’s commitment to not leave the community without an
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Submitter

Verbatim submission

Comment

65

Action

essential service provides a safety net

Issue - Paper leads to a foregone conclusion
Submitter
1

2

2

Verbatim submission

Comment

Action

Both the discussion paper and Community Engagement Options
paper direct the reader to the foregone conclusion that Council
should exit the service delivery and assessment services it
provides.

The Discussion Paper and the Options Paper both identify and
assess options and scenarios against Council endorsed ‘success
criteria’; and highlight the best match.

Reinforce the message that
the service itself is not under
threat, the review is about
Council’s future role, and
how services can be
delivered sustainably

This discussion paper leads the reader into a foregone conclusion
without providing the reader and in turn, the community, the
opportunity to really understand the problem and context. We know
that older people and those of our community who can age in their
home will have a much better chance to achieve a high quality of
life in their later years.
The paper leads the reader (community) to believe that SCS will no
longer remain a service provider due to the ‘tone’ of the paper. This
approach is disingenuous and misleading

The Community Engagement process emphasises that a decision
has not been made, and openly seeks community feedback to
inform decision making.
This review is not about whether or not a service is provided (that’s
not in question), it’s about who and how services will be provided to
allow older people to age in their home.

Review whether the
Research Paper can now be
released to the public

The Options Paper and the Discussion Paper both provide context,
but further information is provided in the Research Paper which was
not released to the public.

Issue - Gender equity
Submitter
1

Verbatim submission

Comment

Action

The Positive Ageing Unit (and other services in the scope of this
review) employs just under 70 staff. A majority employed as part
time female staff. SCS is an organisation that states it supports
gender equity. Research shows that having access to part time
work shows improvement in female representation in the workforce,
as females still complete 91% of domestic duties and child
responsibilities in the home. This discussion paper outrageously
suggests that removing the 70 female staff would "balance" the

It’s acknowledged that the Positive Ageing team consists mostly of
part-time female staff and that this group will be directly affected as
a consequence of this service review.

Include a Staffing Matters
chapter in this paper

The Confidential Options Paper includes a ‘Staffing Matters’
chapter addressing matters such as gender balance, the age of
Positive Ageing staff, and pay scales.
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Submitter

2

Verbatim submission

Comment

Culture and Community department. It does not highlight that the
Culture and Community department also employs all early years
staff for SCS, of which majority are female. It does not compare to
the wider organisation, of which has high male representation, and
shows the impact it will have

Council will consider workforce impacts as part of its decision
making process; but it must be noted that the need for part-time
care workers will continue to grow as the Surf Coast community
grows and ages

66

Action

The discussion paper fails to discuss the workforce consequences.
As I understand it, there are over 60+ women who work in this area
of Council, mostly, if not all part time and yet we know that there will
be consequences on this workforce should this change occur. How
does the removal of an all -female, part- time staff fit with Council's
Gender Equity policy? We know that part-time positions are often
the best option for women as it provides them with their option for
family care and yet, it would seem that this area of community
concern is completely deleted from this discussion paper. What
transition arrangements will be made for this workforce into the
future?

Issue - Organisational implications
Submitter
1

5

Verbatim submission

Comment

Action

The review does not explore the implications for the wider council;
eg redundancy in support services of People and Culture, Finance,
payroll, customer service, etc. It does not include narrative on
responsibilities of the Aged and Family department, if Aged and
disability services would no longer be a part of SCS service. The
review does not talk to what will happen to the working space that
Positive Ageing services currently occupies in the main Council
building

The Confidential Options Paper includes an ‘Other Considerations’
section that addresses the implications of the Enterprise
Agreement, Overheads, Best Value, and Competitive Neutrality.

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper

There are real concerns here with loss of staff positions, loss of
reputation and need for redundancies. What plans are in place to
avoid industrial action resulting from this preference?

The Overheads chapter recognises the financial burden that
overheads place on frontline services, and finds that half of the
attributed costs can be easily resolved by addressing fleet, IT and
training

Continue to meet or exceed
industrial requirements

Council is aware of its industrial obligations and to date, has
exceeded requirements.
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Issue - System navigation
Submitter
3

Verbatim submission

Comment

Action

Advocacy – who will advocate on behalf of individuals and the aged
community Range of providers for the diversity of services needed
eg. having to navigate through different service providers and pay
the cost of different overheads. Not cost efficient and overwhelming
for the elderly again especially if they have no family, no advocate
and are at risk.

Over 65 years of age is a growing cohort (particularly in the Surf
Coast Shire), and therefore Council will have a future role
regardless of the decision that’s made

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper (which
may include establishing a
local advisory committee)

Consumer directed care – who/how are $’s managed by
individuals, what will the management fees be and how will
individuals ensure they get the best value for their small amounts of
$’s. Is it a realistic expectation that the elderly have to manage their
own ‘care packages’ - NO it’s not!!

That said, it must also be noted that Council is just one of
numerous advocacy services/options currently available, including





family and friends
the Older Persons Advocacy Network (OPAN)
provider (management) services, and
the Aged Care Complaints Commissioner

The extent of Council’s future involvement is discussed in this
paper, and will depend on the decision(s) made

Issue - Affordability
Submitter
3

Verbatim submission

Comment

Action

Cost and affordability – risk of prices increasing and the cost of
overheads that will be taken from our individual packages will
impact the access to the services we need

One of the aims of aged care reform is to introduce choice and
competition, which will have the effect of driving prices down.

Reinforce in this paper and
in communications that
block funding will be
replaced by choice and
competition when funding
agreements begin to expire
in 2019, the Productivity
Commission requires a level
playing field, full cost pricing
must be introduced in 2020,
and Council will become an
unaffordable provider in a
competitive market

The Research Paper and the Options Paper both find that Council
will become an unaffordable provider in a competitive market when
funding agreements begin to expire on 30 June 2019 and full cost
pricing is progressively introduced (the Productivity Commission
requires the public sector to compete fairly with the private sector)
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Issue - Council safety net
Submitter

Verbatim submission

Comment

Action

1

If council resolves to exit, and then discover that there is no
adequate replacement organisation (as NDIS has taught us) will
they return to service delivery? How will the principles of the review
be upheld?

The current thin market is due in part to Council’s strong presence
with a subsidised service. If Council decides on an extended exit
plan, the sensible approach will be to facilitate market growth and
capacity through a detailed transition plan, before fully relinquishing
service delivery

Carefully plan any
implementation and
transition phase, including
metrics to measure and
judge market penetration
and capacity

1

The greatest risk of this review is the following:
The review states that no individual will be left without a service as a
principle, but this principle is not supported, as the review also
states that LG and SCS is not responsible for the provision of
services for aged and disability, and therefore cannot guarantee the
provision of high quality services if SCS was no longer the provider.
The review highlights that if an individual would be left without
service, it would continue to deliver that service, but is stating it
needs to exit the service in order to see if the service will be
delivered by another organisation.
Could this please be explained how this will work?

Reform changes mean that local government won’t automatically
be the provider of aged and disability care services after June 2020

Carefully plan any
implementation and
transition phase, including
metrics to measure and
judge market penetration
and capacity

2

The paper discusses that SCS will continue to guarantee a service
but how can you? What arrangements have been made to ensure
this guarantee of service delivery? Again, I find this statement
misleading.

5

The ‘Options Paper’ promises that “Council will not leave our
community without a needed service” – what protections have been
set in place to guarantee this promise?

5

There appears to be no planned safety net guaranteeing a quality
service that is both immediate and flexible to the needs of the
individual.

Nevertheless, the Surf Coast Shire Council has decided to provide
a ‘safety net’ until a reliable market is established. This may require
Council to maintain service delivery capability until that happens.
But it’s also possible that the ‘safety net’ may take a different form,
such as a subsidy payment to an NGO provider to guarantee
service to a client with complex needs.
An early decision to adopt an extended exit plan provides the most
time to plan, foster market growth, and facilitate a smooth transition
to new arrangements
The ideal transition plan would see NGO providers growing and
taking the place of Council as it gradually withdraws. Planning and
cooperation will ensure that no one is left without an essential
service.
Implementation and transition planning (Part 4 of the project), will
commence immediately if Council decides to relinquish service
delivery
Refer to the evaluation matrices appended to the Options Paper
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Submitter

Verbatim submission

5

If, as stated in the discussion paper, ‘consumer-driven, marketbased, sustainable, and nationally consistent’ reform is the
preferred outcome, how can Council guarantee this or are these
just bureaucratic words?

3

If providers try to keep the costs low you can guarantee quality will
be impacted.
Quality of service - how will that be monitored, who will be the
monitoring agency, what will be the benchmark for service quality, serious risk to vulnerable clients and those that do not have family
and/or people to advocate on their behalf.

5

69

Comment

Action

Responsible agencies set the performance standards that service
providers (including Councils and NGOs), must meet and adhere
to.

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper (which
may include facilitating a
local advisory/advocacy
network)

Competition should deliver a quality service, but if that’s not the
case, individuals should contact their provider in the first instance,
then the Older Persons Advocacy Network, and finally the Aged
Care Complaints Commissioner, if a complaint remains unresolved

The ‘extended exit plan’ appears to be the inevitable preferred
option. It may lead to a ‘competitive market’ but what guarantees
can Council give that other service providers will offer professional
service or will a ‘competitive market’ call the shots?

Issue - Council’s future role
Submitter
2

3

Verbatim submission

Comment

Action

The Discussion paper fails to provide any information about the
reinvestment of the $1.35m into other services. The paper provides
an under-current of a financial crisis looming given that this is the
basis for the review and yet, Surf Coast Shire is in a financially
strong position with no crisis looming. This paper misleads our
community. What is re-investment of the so-called services back
into this population cohort of the community? There is no mention
of how this cost saving would be re-invested back into those who
need it most.

None of the material published by Council suggests a financial
crisis; however the message regarding the need to prepare for
aged care reform is regularly repeated.

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper (which
may include facilitating a
local advisory/advocacy
network)

It’s likely that Council will decide to maintain a future role in Positive
Ageing (possibly focussing on representation, advocacy, and
community development), even if the decision is made to relinquish
service delivery.

The most important priority must be the elderly that are unable to
advocate for themselves (isolated, dementia, no family or friends to
provide support), unable to navigate a system that is clunky and
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Verbatim submission

70

Comment

Action

If the decision is made to relinquish service delivery:

Carefully plan any
implementation and
transition phase, including
mechanisms to support
clients

NOT user friendly especially for the many that are not IT literate.
This is the section of the community that will be most impacted by
these changes and their needs need to be considered NOW not
when they are faced with a crisis.
3

Security for the future – how will existing service users be supported
through the changes to service providers

 the aim will be to achieve a smooth transition to new
arrangements (to the extent that clients don’t notice a change)
 NGOs will need staff, and it’s possible the clients will be
provided with the same Community Care Worker, and
 it’s likely that Council will decide to maintain a future role
(possibly focussing on representation, advocacy, and
community development)
It’s thought that the change to Consumer Directed Care will be
more noticeable than a change of provider.

Issue - Implementation
Submitter
1

Verbatim submission

Comment

Action

Notably absent from the review are the actions that will ensure that
the principles are upheld. How will SCS ensure that no individual
will go without key services? SCS cannot guarantee this under the
current proposal. In order for SCS to progress the review to
Councillor decision stage, a clear transition plan is required to
ensure that no vulnerable person is left without services, or have
concern about not having access to services. Parents and
caregivers of those with a disability, or children and caregivers of
elderly loved ones experience increased levels of anxiety and a
decrease in mental wellness when having to worry if their loved one
will have basic ADL's taken care of (fed, clothed, personal care,
medications, etc).

Implementation and transition planning (Part 4 of the project), will
commence immediately if Council decides to relinquish service
delivery.

Carefully plan any
implementation and
transition phase to ensure
minimum disruption to
clients

The level of care provided is not in question, aged and disability
care reform is about introducing choice and competition, and this in
turn will affect who and how services will be provided in the future

Reinforce the message that
the service itself is not under
threat, the review is about
Council’s future role, and
how services can be
delivered sustainably
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Submitter
3

71

Verbatim submission

Comment

Action

Next best option is to develop a long term implementation plan
(note, NOT exit plan) - set up a genuine aged services working
group that actually has some teeth that consists of potential
providers (I’m sure you already know who some of them are),
community reps, relevant Councillor eg. Rose Hodge, Senior (not a
project officer) Manager that has the power to facilitate action

It’s likely that Council will decide to maintain a future role in Positive
Ageing (possibly including facilitating a local advisory/advocacy
network), even if the decision is made to relinquish service delivery

Introduce and discuss
options for Council’s future
role in aged and disability
care in this paper (which
may include facilitating a
local advisory/advocacy
network)

Verbatim submission

Comment

Action

It is very apparent from news media and social media, that the
community is not aware of the review, or its implications. The
community does not understand what it means. This is partially
because of the Rainbow Flag policy discussion and debate has
overshadowed (pun intended) the review process.
This is also in part due to the way the review was structured
towards the view of exiting services.

Council forecast to receive about 300 submissions (based on 214
actual responses to last year’s client survey). Instead, 133
submissions were received by the extended closing date. The lower
than anticipated response rate is thought to be due to the
complexity of the subject, rather than a lack of awareness – 600
clients, 53 volunteers, and 67 staff were personally contacted,
1,700 community members were directly emailed, and 242 people
attended community meetings.

Provide clarity in the paper
and in future
communications regarding
the comprehensive
community engagement
process

Issue - Community engagement
Submitter
1

As feedback is progressively inputted, it’s noted that the receipt of
further submissions has little effect on the overall results –
suggesting that the submissions received reasonably represent the
community view.
It’s wrong to suggest that the review is structured towards
relinquishing service delivery. The review documentation identifies
and analyses various options and scenarios against Council
endorsed ‘success criteria’, and highlights the best match
1

I do not feel that there has being adequate representation of those
whom this decision will most affect. There was no consumer
representation in the PCG. Why was this? How can a transition to
new arrangements guarantee no one will miss out on key services,

Implementation and transition planning (Part 4 of the project), will
commence immediately if Council decides to relinquish service
delivery.
Part 4 of the project is likely to include the formation of local

Carefully plan any
implementation and
transition phase, including
the formation of an
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Submitter

2

3

Verbatim submission

Comment

Action

without including these proposed transition arrangements
transparently?

advisory/advocacy committee including consumer membership

advisory/advocacy
committee

I believe that the community engagement process for this
Discussion paper is underdeveloped. The users of these services
are our vulnerable and elderly in the main and yet, a health literacy
lens has not been used to help clarify and explain concepts so that
the reader (community) can have the best information at hand.
What other methods are being delivered to those people hard to
reach and to share this information? As an existing service that also
employs a number of staff, I hope that the process has been more
than just a discussion paper

The complexity of the subject makes community engagement
difficult (especially with the target group). The consultation process
was comprehensive with care taken to maximise accessibility,
including:

Provide clarity in the paper
and in future
communications regarding
the comprehensive
community engagement
process

Undertake a better engagement process - interview actual
community members (in a 1 on 1 situation not in groups - not
conducive to hearing the feedback of the elderly) that give a broad
cross section of the aged community - dissect the issues

3

The feedback questionnaire was NOT suitable for the audience.
The discussion paper was a reasonable attempt at getting the
message across BUT again not ok for the audience you want
feedback from.

3

What has been done to engage with the next layer of service users
(40, 50, 60 year olds) - many of whom don’t even realise that this
review is happening or will even impact on them.

3

72

It is essential that you undertake a more comprehensive
consultation process and do more marketing of the process.
Individual consultation with the most vulnerable not just the select
few that are already engaged in Lions, Senior Citizens, etc. I am not
at all happy with the process of engagement - extend the transition
phase, engage a working group and start again. If by some chance
you already have a working group established for this project Where are they!!!!








personal letter to 600 clients, 53 volunteers, and 67 staff
direct email to 1,700 community members
13 Community meetings attended by 242 people
617 /haveyoursay webpage views
face to face advice and assistance by Community Care Workers
ability to make verbal submissions over the phone or in person
at reception

One on one feedback is not feasible, as feedback is progressively
inputted, it’s noted that the receipt of further submissions has little
effect on the overall results – suggesting that the submissions
received reasonably represent the community view

The consultation process has been comprehensive and extensive,
comprising:
 direct mail-out to all clients
 email to all volunteers with link to /haveyoursay website
 media briefing with resultant articles in Geelong Advertiser and
Surf Coast Times
 newspaper advertisements
 /haveyoursay page on Council website and social media
 face to face meetings with stakeholder groups
 hardcopies placed at reception, library, doctors surgeries, and
retirement villages
 email to community networks, associations, clubs, external

Provide clarity in the paper
and in future
communications regarding
the comprehensive
community engagement
process
Carefully plan any
implementation and
transition phase, including
the formation of an
advisory/advocacy
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Submitter

Verbatim submission

Comment
providers, government agencies with link to /haveyoursay
website, and request to share with members

73

Action
committee

A consistency in feedback is noted, suggesting that:
 the submissions received reasonably represents the community
view, and
 nothing would be gained by ‘starting again’
Part 4 of the project is likely to include the formation of local
advisory/advocacy committee including consumer membership
5

Limited period to consult with members

The formal consultation period was 9 weeks, submissions
continued to be accepted until 14 May (12 weeks)

5

The discussion paper did not clearly explain how funding for
services currently operates and the often bureaucratic language
used sometimes made processes unclear. The ‘Options Paper’
was practically unintelligible.

Detailed information is provided in the comprehensive Options
Paper

5

We believe that the consultation process seems to have
disregarded many of the institutions within the community that
should have been encouraged to have had input. Churches, like St
Luke’s seemed unaware of the planned changes.

It’s acknowledged that Churches were not invited to provide input in
the first instance. However, all churches in the municipality were
directly emailed on 9 April (following this insight), allowing up to 6
weeks to provide feedback

5

We understand that all responses will be summarized by the Shire’s
Business Improvement Officer and presented to Council. How
appropriate is it that one person alone responds and what are the
opportunities for groups such as ours to respond more personally?

Every effort has been made to impartially summarise the
submissions. And in order to provide transparency, all submissions
will be made freely available (redacted for confidentiality, but
otherwise verbatim and unedited)

The difficulty of providing a simple overview of this complex topic is
acknowledged

Provide clarity in the paper
and in future
communications regarding
the comprehensive
community engagement
process

Make all submissions
(redacted for confidentiality,
but otherwise verbatim and
unedited) freely available
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Appendix 3: TORQUAY CAFÉ STYLE WORKSHOP SUMMARY
Workshop details
Focus group:

Café style support and Laurel Ladies - Torquay group

Location:

Kurrambee Myaring Community Centre

Date:

13 March 2018

Time:

11.00am

Number of participants:

15

Transcribed workshop notes:
Council to keep
services/programs

Modify and retain

Hand the services back

Leave them as they are

We don’t like change

Worried about the quality of
the service

Private providers are
unreliable

Good idea to retain social
connection programs like
Café Style support
It creates socialisation, and
the staff are amazing

Will be confusing to know
who to go with

We like and trust the council Retain domestic services as
staff
staff easy to deal with and
take time to explain

It will make the decision
making harder

Council staff have local
knowledge

It would be easier to have a
one stop shop

How will the packages be
managed

Local jobs

I’m open to social services
staying but council give the
other services to a private
provider

Customer service will be
compromised

It is efficient like this

We like the strong
connection to the current
carers and workers

The costs may increase
and I may not be able to
afford services

It is really flexible for my
needs

Cost will be a factor

Quality may also be higher
and I may pay more?

NDIS in the region has
been difficult

Competition could increase
the service provision

It’s too early to know how I
feel

I have experience with
Bolton Clarke and found
them unsatisfactory

Council is accessible to
clients and for clients and
easy to deal with

The change of Government
may change everything

Council was excellent at
providing short term care
when I needed it and could
respond quickly
Customer service team are
excellent
The services are affordable
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Private company standards
will be lower, who will
regulate them? Who do
they report to?
How do we know if the new
provider will be any good?
Jan and our volunteers are
all amazing and provide
great connections.
Private providers may be
impersonal
Summarising, workshop participants:


trust and are very comfortable with the Council provided service



are worried about cost and quality if Council is not their service provider



are concerned about navigating the new system without Council’s involvement,
and



are fearful of change
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Appendix 4: SENIOR CITIZENS GROUPS WORKSHOP SUMMARY
Workshop details
Focus group:

Senior Citizens groups

Location:

Kurrambee Myaring Community Centre

Date:

19 March 2018

Time:

11.00am

Number of participants:

10

Transcribed workshop notes:
Council to keep/modify

Hand services back (short & long term
options)

Please waiver shopping bus fee for
Anglesea bus (Tuesdays)
If cost is the same, and service is
identified, we have no issue with who
provides it
Can a senior citizen club tender to be a
provider?
If costs are the same, no issue who
provides it
Decrease in cost of services

We don’t know what we will get

Social activities – linking in to community
groups
Volunteering

How much will services be? Can I afford
services?
Limitations of services – what can be done,
what can’t be done?
Clear information, don’t use acronyms
Will it be a local provider and/or one stop
shop? Or many different providers that the
individual needs to find?
Will it mean reassessment? By whom?
Concerned it will be a decline in service
eg. people won’t know who to contact
You do need to transition over 3 years, not
sooner
Can more be done, in an easier way…?

Summarising, workshop participants:


believe that provided quality and cost are maintained, who provides the service is
less important



are anticipating choice and competition and want to know the details, and



are concerned about navigating a new system
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Appendix 5: ANGLESEA CAFÉ STYLE WORKSHOP SUMMARY
Workshop details:
Focus group:

Café style support and Laurel Ladies - Anglesea group

Location:

Kurrambee Myaring Community Centre

Date:

20 March 2018

Time:

10.45am

Number of participants:

15

Transcribed workshop notes:
Council keep and modifies
programs and services
We get a good deal now
Some improvements would
be helpful
Happy with Council
services now
Concerned with increase
costs
Can Council still subsidise

All social connection
programs need to stay
locally with Council

Café program is wonderful
please keep it
What about the fire
awareness services?
Very concerned about the
cost of social connection
programs if they go to
private provider
The shopping trips are very
important for medical
appointments and the
shopping locations
How can we keep it as it is
if there is change can you
keep it the same as it is?

Hand over 1-2 years

Hand over 3 years

Longer time frame would
assist the clients to
understand the change
People need to know ‘what’
services are available
How do we qualify for the
new services?
Council still needs to
control the quality and
delivery of the services
Council should be the
liaison and direct clients to
the services

Gives more time to
familiarise the community
with the plan
Will new providers be
competitive?
Will the new services be as
reliable as the Council?
We don’t want the change,
we don’t like change

Who will handle the
complaints processes? Will
this be another
independent body?
For all new providers,
Council should still be in
communication needs to be charge of the services
outside of the internet as a
lot of older people do not
use computers let alone the
internet.
A longer time would allow
Quality of services may be
time for clients to
lower
understand the change
Costs of services e.g.
social activities – will they
increase?
Private providers are pushy

Fear of private providers

Clients prefer longer time
frame for this change
We need a communication
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timeline
Summarising, workshop participants:


trust and are very comfortable with the Council provided service



are worried about cost and quality if Council is not their service provider



believe that Council has an ongoing representation/advocacy/community
strengthening role, and



favour a longer time frame for change
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App 6: WINCHELSEA and MORIAC CAFÉ STYLE SUPPORT
WORKSHOP SUMMARY
Workshop details
Focus group:

Café style support and Laurel Ladies (Winchelsea and Moriac)

Location:

Kurrambee Myaring Community Centre

Date:

27 March 2018

Time:

1.00pm

Number of participants

20

Transcribed workshop notes:
Council to keep all services
Have enough staff
Keep the way it is
We are familiar with the
staff
We trust the current staff
Council is a one stop shop
Staff are well trained

Council hand back short
term 1-2 yrs
NO to this time frame – too
short
Is there enough time to be
organised for change to
occur
Will we just be a number
when moved to private
provider
Will quality be the same?
Concerned for the
community workers
Lack of trust with private
providers

We can afford the services
now

Assumed increase on
costs?

Staff know the local
community
Happy to increase our
costs if you keep the
services
Who else is out there?
Lorne Community Hospital,
Hesse Rural Health?

Can we rely on a private
provider- council is reliable
Need more time to adjust to
change

Council transition over 3
years
Not happy with these
changes
Yes to 3 years transition
What happens if the
Government changeselection year this year
The impact of this is not
known yet?
We are a bit frightened
about the future
We are concerned about
staff and their future
employment
Concern about quality of
service when moved to
private provider
Can café style and music
programs stay with council?
We need to be kept
informed, information is
important to us
Good information to date
Could be good to talk with
families too

Summarising, workshop participants:


trust and are very comfortable with the Council provided service (and conversely,
don’t trust private providers)



are worried about cost, quality and reliability if Council is not their service provider



believe that Council has an ongoing community strengthening role



favour a longer time frame for change, and
Final report - July 2018

Positive Ageing service review – community engagement findings and recommended option paper



80

are fearful of change

Appendix 7 –PLANNING FOR REFORM
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1. PURPOSE
This appendix recognizes the importance of planning for the aged care and disability
services reform, and identifies and outlines elements that will be critical to its success.
Note that these planning elements also respond to community engagement feedback.

2. PLANNING FOR REFORM OBJECTIVES
a. Objectives
Planning for the aged care and disability services reform objectives are:


Clients and the community are provided with timely information on the aged care
and disability reform



To ensure any changes are well planned and implemented to minimize any impact
on clients



Client support is readily available



Redefine Council’s community strengthening and development role with older
people and people with a disability



The development of a reliable, quality external market



The community isn’t left without access to a needed service

b. Draft guiding principles
Guiding principles will be required to guide planning and ensure that the objectives are
achieved:
Primary guiding principles (articulated from a client’s perspective) should include:


I can access and afford quality services



I can choose my preferred service provider, or if I’m unable to choose I can get
help to make a choice



I can easily navigate the service system



I am able to age in place



there are no sudden or unexpected changes to my services



I am well informed about aged care and disability options
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Secondary guiding principles should include:


Council will seek to support staff through changes associated with the aged care
reform process



Council actions will not inhibit the creation of a competitive market



reductions in Council’s cost of service will be treated as a contribution towards the
business improvement program savings target

3. PLANNING FOR REFORM ELEMENTS
Critical planning for reform elements will include:


Recruit temporary Senior Adviser Positive Ageing (2-year)



Establish Positive Ageing Advisory Committee



Develop Reform Readiness Plan



Increase efficiencies in current service delivery model



Provide a safety net service for existing clients



Address overheads



Regular monitoring and reporting

These tasks are illustrated in the following 5-year framework to provide clarity:
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Illustration: Planning for reform framework

The following chapters describe the planning tasks in detail:
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4. BUDGET TO ACTUAL
The Research Paper and the Options Paper both identify a significant and diverging
gap between budgeted and actual subsidy over time, due to the variables of service
delivery and a history of conservative budgeting that is no longer appropriate.
Refer to chapter 5e of the Research Paper, and chapter 27 of the Options Paper.
The 2018/19 Positive Ageing budget has been reduced by $183,000 per annum
through a more accurate budgeting methodology.
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5. SENIOR ADVISER POSITIVE AGEING
a. Introduction
Implementation of the recommendation and actions will require dedicated resourcing,
separate to the existing staffing group. The temporary appointment of a Senior Adviser
Positive Ageing is considered essential for reform readiness planning.

b. Key responsibilities
The initial key responsibilities of the Senior Adviser Positive Ageing should include:








Advisory committee
-

develop terms of reference

-

recruit members

-

convene and administer regular meetings

-

action outcomes

Reform Readiness Plan
-

develop and implement a detailed Reform Readiness Plan

-

recommend and implement key actions

Monitoring and reporting
-

conduct bi-annual check against Reform Readiness Plan

-

develop and implement remedial plans (if necessary)

-

regularly report to the PA Advisory Committee, Council, and the community

Relationships
-

develop and maintain productive and effective relationships with clients,
volunteers, staff, funding agencies, external providers, and other key
stakeholders

c. Conclusion
The appointment of an Senior Adviser Positive Ageing is considered to be essential for
reform readiness planning - funds are allocated in the 2018/19 budget, and the
recruitment process should commence in July 2018.
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6. POSITIVE AGEING ADVISORY COMMITTEE
a. Introduction
A Positive Ageing Advisory Committee (Advisory Committee) is considered essential for
smooth, transparent reform readiness planning. An Advisory Committee could also help
to drive Council’s desire to be an Aged Friendly City.

b. Background
The community engagement phase of this project repeatedly highlighted the
community’s desire for Council to remain involved in a representation/advocacy/service
system navigation/performance monitoring role.
Chapter 14 of the Research Paper provides brief examples of Victorian Councils that
have successfully introduced ‘Advisory Committees’ to lead, plan and advocate for
quality in-home service supports (including ensuring that clients with complex needs
are not overlooked).

c. Purpose
The purpose of the Advisory Committee should be to represent the community and
assist Council by providing advice and multiple perspectives to policies, plans and
services affecting older people.

d. Terms of reference
Advisory Committee Terms of Reference should be developed, and consideration given
to:


being the peak advisory and advocacy body on issues affecting the wellbeing of
older people within the municipality



overseeing the development and implementation of Council’s Positive Ageing
Reform Readiness Plan, including
-

activity based recommendations

-

service system navigation

-

advocacy

-

representation

-

market development

-

performance monitoring

-

service solutions and safety net guarantee

-

bi-annual monitoring and reporting
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advocating to the Community and Council, on behalf of older people, reflecting
the United Nations principles of independence, participation, care, selffulfillment and dignity



connecting with other community advisory structures of Council, and



liaising with other organisations and networks that have a direct interest in older
persons

The Advisory Committee’s terms of reference should be reviewed in 2020/21 to reflect
Council’s evolving role.

e. Membership
A diverse, but representative membership is necessary; consideration should be given
to representation of:


older persons



persons with a disability



different localities



funding agencies



external providers

f. Conclusion
Establishing an Advisory Committee should be a critical first task of the newly
appointed Senior Adviser Positive Ageing.
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7. REFORM READINESS PLAN
a. Introduction
A carefully formulated Reform Readiness Plan will be essential to place Council, clients
and community in a strong position to respond to the Aged Care Reform in a planned
and timely manner.

b. Context
Chapter 26b of the Options Paper recognizes that regardless of the chosen path,
implementation planning and delivery will be critical, and should:


be conducted in collaboration with responsible agencies and federal and state
departments



be adaptable to balance client needs, market development, reform
requirements, and Council’s capacity to deliver a quality service, and



include regular monitoring, progress updates, and direction reviews

The community engagement phase of this project emphasized the need for effective
planning, focused on minimizing disruption to clients. Community engagement also
confirmed the following actions to assist with the next phases of the project:


formation of an advisory committee



provision of client support mechanisms, and



introduction of metrics to measure success

c. Purpose
The purpose of the Surf Coast Shire Council Positive Ageing Reform Readiness Plan
(the Reform Readiness Plan) will be to guide and oversee Council’s planning for the
Aged Care Reform and disability service environment.

d. Development referrals
Development of the Reform Readiness Plan should include:


referral to the Advisory Committee (and/or clients)



collaboration with responsible agencies



discussion with external service providers



consultation with staff and volunteers, and



referral to community strengthening stakeholders
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e. Content
The Reform Readiness Plan should draw on the extensive information accumulated in
the various phases of this service review project, be considerate of the activity based
format of the preceding papers, and include the following content:
Objectives -

confirmation of planning for change objectives (and clarification of
the refined guiding principles), including:
- Clients and the community are provided with timely information
on the aged care and disability services reform
- To ensure any changes are well planned and implemented to
minimize any impact on clients
- Client support is readily available
- Redefine Council’s community strengthening and development
role with older people and people with a disability
- The development of a reliable, quality external market, and
- The community isn’t left without access to a needed service

Overall framework- provide an overall guiding framework identifying the contingent
steps of the next phase of the project
Detailed plans -

identify and describe in detail, the actions necessary to achieve
the objectives, including:
- activity description
- strategy and anticipated outcome
- timeline and sequencing
- lead person(s) and key stakeholders
- risk
- finance and budget implications

Reform tools -

consider and discuss the following tools and methods to achieve
the objectives:
- sub-contracting
- full cost pricing and current service efficiencies
- declining new clients for identified activities
- phasing
- novated agreements, market test by responsible agency, and
- withdrawal by activity type, funding type, locality, or a
combination
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Safety net -

describe the application of the Council ‘safety net’ service

Regular review -

describe regular review and reporting arrangements, including:
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- metrics (meaningful and measurable) to gauge performance
against objectives and actions
- environment check, how has the reform environment changed
- schedule check, how is the reform going, are we achieving
objectives and tracking according to plan
- a remedial planning framework (to return to plan), and
- bi-annual report to Council

f. Conclusion
Development of the Reform Readiness Plan should be a critical first priority of the
Senior Adviser Positive Ageing, and the Advisory Committee.
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8. COUNCIL SAFETY NET
a. Introduction
Council has stated that it ‘will not leave the community without a needed service’. This
statement is reflected in the endorsed ‘success criteria’ principle that ‘the community
isn’t left without access to a critical service’.

b. Community engagement feedback
Feedback received during the community engagement phase of the project identified
concerns about how this guarantee might work if Council decides to hand back
services to responsible agencies (refer to Appendix 2: Analysis of written submissions –
Council safety net).

c. NDIS clients
It’s the responsibility of current providers to ensure service continuity (refer to Chapter
12). This obligation effectively constitutes a ‘safety net’, and in practice means that
services must be continued until an alternative provider is appointed. This obligation is
currently unique to the NDIS, but may be duplicated when choice and competition is
introduced to the CHSP.

d. Reform planning
The following diagram illustrates how Council could provide a residual safety
net/community strengthening role even if a decision were made to withdraw from
service delivery:
Positive Ageing service review - transition timeline

2017/18

2018/19

2019/20
Council

2020/21

2021/22

External provider

If future decisions are made to relinquish service delivery responsibility, the ideal
transition plan would see external providers growing and taking the place of Council as
it gradually withdraws. Planning and cooperation would ensure that no one is left
without an essential service.
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e. Effect on unit costs
The provision of a residual safety net service to a handful of clients with complex needs
may have the temporary effect of increasing unit costs for a low volume service (until a
reliable market is established).

f. Conclusion
Reform changes mean that local government won’t automatically be allocated funding
to be the sole provider of aged and disability care services after June 2020.
Nevertheless, the Surf Coast Shire Council has decided to guarantee that clients will
continue to have access to the services they need. This ‘safety net’ could take various
forms, including a subsidy payment to an external provider (sub-contracting) to
guarantee service to a client with complex needs.
Proactively planning for change maximizes the time available to be ready for the Aged
care and disability services reform.
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9. REGULAR REPORTING
a. Introduction
Regular review and reporting will be essential to achieving the transition objectives and
in maintaining community trust in the process.
This chapter provides further detail to the review and reporting arrangements described
in the Reform Readiness Plan section.

b. Checkpoints
The development and implementation of the Reform Readiness Plan should be
reviewed bi-annually. Progress should be measured against agreed metrics, and
reported to the Advisory Committee and Council.

c. Metrics
Meaningful and measurable metrics should be developed to gauge:


whether the Reform Readiness Plan objectives and actions are being achieved



change performance against the endorsed success criteria, and



whether a remedial plan is required to get the Reform Plan back on track

d. Environment check
The bi-annual check should include reviews of:


reform developments and progress



the external provider market, and



Council capacity (changing resources, finances, etc)

e. Stakeholders
The following stakeholders may contribute information to the bi-annual review:


Advisory Committee




external providers
staff

f.

Remedial Plan



clients



funding agencies



community groups



volunteers

Concerning metrics or a significant shift in the environment should trigger the
development of a remedial plan to address the issue.
Remedial plans should include:


description of the issue
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what needs to be done



what risks and barriers exist



what strategies/actions will be implemented to address the issue



what is the timeframe



who is responsible



how will success be measured
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g. Council report
Bi-annual reports and remedial plans should be referred to the Advisory Committee and
then to Council for endorsement
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RISK

The Reform Readiness Plan should be cognisant of, and address the following risks:
Risk

Control(s)

Difficult for clients to
navigate the service
system without Council

 place clients at forefront of decisions
 position Council for greater influence in future service
planning
 maintain Council’s advocacy and support role
 advocate for service system improvements and
support
 refer clients and families to existing supports

Reduction in service
quality

 place clients at forefront of decisions
 remove Council barriers to choice and competition
 carefully implement the Reform Readiness Plan to
promote market development
 refer clients and families to quality standards and
responsible agency complaint resolution supports
 sector meetings
 advocate as necessary

Difficult transition

 place clients at forefront of decisions
 carefully implement the Reform Readiness Plan to
promote market development and progressively
replace Council as a service provider
 maintain Council’s advocacy and support role

Unaffordable

 place clients at forefront of decisions
 remove Council barriers to choice and competition
 carefully implement the Reform Readiness Plan to
promote market development
 provide Council safety net service
 advocate as necessary

Failure of market to
respond

 provide extended time for establishment of new
providers in the market
 remove Council barriers to choice and competition
 carefully develop and implement the Reform
Readiness Plan to promote market development
 meet with external providers and responsible
agencies to facilitate market growth

Industrial action

 act on sound research and analysis
 communicate well and maintain good staff relations
 liaise with staff to develop and carefully implement the
Reform Readiness Plan
 comply with EA requirements

Reputational damage

 act on sound research and analysis
 adhere to Community Engagement plan
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Control(s)
 carefully implement the Reform Readiness Plan

Insufficient capacity to
continue to deliver services

 communicate well and maintain good staff relations,
key messages include:
- changes won’t happen overnight
- maximum notice will be provided
- employment conditions and entitlements are very
attractive
- PA is a growth industry
- experience shows that almost all staff that wish to
remain in the industry, will gain employment with a
new provider (often working with current clients)
 consider loyalty incentives for staff
 consider sub-contracting
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