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State of Play & New 

Member Induction

Fay Flevaras
Chief Digital Information Officer 
Digital Services within Corporate Operations Group
Department of Health, Disability and Ageing



Important considerations
Principles underpinning the work of this group

We will publish the names of participants in this group to the Health 

website – along with their role and organisation (if relevant).

All shared material and a meeting summary will be published on the 

Health website after each meeting.

Be aware that this is considered a public forum and participant IP 
does not apply.

Anything said in our sessions is to inform Health's digital 
transformation direction and our explicit intent is to use your input 

to do just that.

We will be sharing the outcomes of this work across our public 

channels and with the broader Tech Talk audience.
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Member induction pack

Welcome!



Open collaboration activities
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1 July Preparation Questions
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(BVT) Register

Hot Topic Segment Suggestions
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ELDAC: End-of-Life Care 

in Home Care EOIs 



Data Exchange Dictionary 
(Stage 1)

The Data Exchange Dictionary will assist CHSP service 

providers to better understand the data reporting 

requirements for the CHSP program and accurately 

enter data into the Data Exchange (DEX).

Data Exchange (DEX) 
Toolkit (Stage 1)

The DEX provider toolkit explains how DEX 

reporting requirements will change on 1 July 

to align with the new CHSP service list under 

the new Aged Care Act. 



Pricing Approach for the Support at 
Home service list 2025-26 consultation 
paper | IHACA

Provider Operational 
Readiness – Priority 
Actions List

Lists priority actions for aged care 

providers to take towards 

implementing the new Aged Care 

Act and Support at Home program 

before and after 1 July 2025.



Pricing Approach for the Support at 
Home service list 2025-26 consultation 
paper | IHACA

Support at Home 
provider training – 
program overview

The Support at Home provider 

training – program overview 

module is now available. This 

module aims to provide a broad 

understanding of the Support at 
Home program and how it will 

operate. 



Support at Home User Guide – 
submitting claims to the Aged 
Care Provider Portal

Explains how providers can submit Support at Home 

payment claims through the Services Australia Aged 

Care Provider Portal (ACPP).

Submit a Support at 
Home claim (infographic)

This infographic provides a step-by-step guide 

on how to complete claims for the Support at 

Home program using the Services Australia 

Aged Care Provider Portal (ACPP) from 1 July 

2025.
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Disclaimer: This puzzle is for illustration 

purposes only and is not an accurate 
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Hot Topic: ELDAC: End of Life Care 

Tech-enabled palliative 

care opportunities for 

Support at Home

Dr Priyanka Vandersman
Senior Research Fellow
End of Life Directions for Aged Care (ELDAC) Project

Research Centre for Palliative Care, Death and Dying (RePaDD)

Flinders University



National Palliative Care Week
www.eldac.com.au



Palliative care: Priority item for aged care
www.eldac.com.au

• Aged care sector is heavily involved in caring for older people who are 

coming to the end of their lives. 

• The importance of palliative care in aged care is growing rapidly 

• The Royal Commission into Aged Care recommended that palliative care be incorporated as 

core business in aged care. 

• Reform agenda strengthens this focus.



Palliative care in the context of reform 
changes www.eldac.com.au

• The New Aged Care Act

• Strengthened Aged Care Quality Standards

• For Home care [Provider category dependent] as well as residential services 

• Home Care Package program to be replaced by Support at Home 

program
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Digital Transformation Agenda 



Palliative care in the context of reform 
changes www.eldac.com.au

• The New Aged Care Act

• Strengthened Aged Care Quality Standards

• Outcome 5.7 Palliative and end of life care – 3 outcome statements, 17 Actions

• Home Care Package program to be replaced by Support at Home 

program – End-of-life pathway 
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Digital Transformation Agenda 

Outcome 5.1- Clinical governance [5.1.5 – work towards digital clinical systems] 



Digital Transformation- A Sector Priority
www.eldac.com.au



Supporting the sector’s need 
www.eldac.com.au

Digitally enabled support for 
care, including end-of-life 
care. 

Solutions that are evidence-
based and policy informed.

Systems that are future 
ready.



Helping IT vendors meet service needs? 
www.eldac.com.au

Robust and adaptable

• Evidence based, policy informed, mapped to reporting requirements. 
• Clinically relevant, informs care and improves client outcomes.  
• Supports reporting at clinician, managerial and service level. 

Compelling commercial proposition 

• No cost to purchase the framework. 
• You integrate, you own!
• Product developed as part of a government-funded national project.
• Preexisting product familiarity in the sector – No need to “sell”

Unmatched technical strengths

• Does not require external data sharing. 
• Optimises existing data.
• Integrates seamlessly into your existing system. 
• Adaptable to diverse clinical/care tools used in aged care.

Creating a product that ticks all the boxes



How have others integrated it?
www.eldac.com.au

• Hard-coded in by one aged care clinical system provider, 2 smaller clinical 

system providers. 

• Power BI based ‘mid-layer’ integration by one large aged care chain. 

• Integration successfully completed within 8 weeks. 

• Both services reported over 60% of data variables needed for dashboard to be 

present in their existing systems. 

Integration and implementation evaluation work in residential aged care



Opportunity for Support at Home?
www.eldac.com.au

A tailored palliative care 
dashboard for Support at 

Home providers 

Incorporating the voices of 
the IT sector as well as SAH 

providers 

EOL pathway
Slow gradual 

decline Outcome 5.7



Current focus 
www.eldac.com.au

• Home Care – Remodelling the dashboard prototype so it is optimally 

enhanced to suit the home care environment’s workflows while maintaining 

the model’s evidence based and policy informed integrity. 

• Inviting Home care providers and IT providers servicing the Home care sector to participate in 

a short virtual interview. 

If you are an IT provider of clinical or care data related services to Home 

care providers, we would like to connect with you. 



What’s the goal? www.eldac.com.au

•Deliver a robust, fit-for-purpose tool that enables 

quality end-of-life care in the home care setting.

• Help providers work towards meeting the 

upcoming reporting standards with ease. 

•Support older Australians to die well at home



End-of-Life Care in the Homecare Setting:
Understanding Digital and Data Needs [ECHoD] study

• To further investigate how the prototype dashboard can be 
adapted for the homecare setting, we'll be undertaking a 
series of virtual interviews and/or focus groups with 
homecare providers and ICT vendors servicing the sector.

• To take part in this study, please complete the expression of 
interest (EoI) form linked in the QR code.

• We will then reach out to provide you with more 
information and to schedule a convenient time.

• For more information 
contact:  Priyanka.Vandersman@flinders.edu.au 

mailto:Priyanka.Vandersman@flinders.edu.au


Update: DTIA Playbook and Final Report

Update: DTIA Playbook 

and Insights

Fay Flevaras
Chief Digital Information Officer
Digital Services within Corporate Operations Group

Department of Health, Disability and Ageing

Update: DTIA Playbook and Final Report



Prep of IP
Induction of participants

Engagement 
pre-Easter

Engagement 
post Easter

Next actions Next actions

Preparation Pilot Impact Assessment Launching self-assessment / codesign

Cohort Engagement

• 2 x Impact Assessment 

Workshops (virtual) with 

available providers and 

supporting stakeholders

• Follow-up survey with 

each provider who 

attended workshops

• Daily synthesis to build 

initial impact assessment 

and report insights

Cohort Engagement

• Synthesise survey results

• Deep dives and follow up 

with both providers and 

sector representatives

• Share back forums or 

potential workshops

• Sharing prototype or first 

version of playbook 

components with cohort

• Daily synthesis across to 

enrich impact assessment

Finalise impact 

assessment

• Draft and validate final 

impact assessment with 

MDT

• Finalise and then share 

Impact Assessment 

Report with the 

Transition Taskforce

• Plan additional 

activities and develop 

additional resources to 

support the sector 

Release self-assessment 

tool (Playbook)

• Conversion of approach 

into self-assessment 

tool

• Present playbook and 

findings to taskforce

• Launch playbook and 

supporting tools

Readying for engagement

• Finalise EOI and select 

participants

• Finalise impact 

assessment materials 

ready for pilot

• Send induction pack to 

selected providers

• Preliminary discussion 

with participants

• Schedule workshops and 

deep-dives with cohorts 

1 & 2

• Send pre-reading to 

cohorts 1 & 2
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Our engagement approach

Preliminary
Impact Assessment

Final Impact 
Assessment

Self-Assessment 
tool / playbook

MAJOR 
DELIVERABLE

Digital transformation for aged care



Digital Transformation Impact Assessment

We conducted 3 workshops with:

21 participants from 

14 providers

9 participants from 

6 software 

vendors

1 participant from 

1 assessment  

organisation

2 experts 
from peak bodies 

and similar 

organisations

We conducted 7 deep dive interviews with providers

Including representation from small and large providers, residential and support at 

home providers and providers in rural and remote areas.

9 survey responses gathered from providers

These survey responses informed our insights on the level of impact different July 1 

changes are having on providers.



Playbook

29



Feedback on the playbook
Summary of the feedback Changes we made

Digital Transformation Impact Assessment

Feedback on the content and wording of the change cards Updated card wording for clarity and added instructions for printing cards.

Suggestions for more context that help set the scene
Updated to acknowledge work already done, the audience and how this fits with 

other resources.

More information about the Provider Business Capability Model, 

Technology Capability Model and Provider Ecosystem Map.
Clarified these are may not be representative of all providers.

Improve the clarity, accessibility and language
More visuals, clearer and concise language and aligned with the Australian 

Government Style Guide.

Updates to the playbook structure
We grouped the change items by service type and made minor structure 

updates for flow

Adding supporting tools and information such as a glossary We added a glossary and linked to updated government resources

Add more sophistication to impact assessment spreadsheet Calculations and columns to capture work done/in progress



Digital Transformation Impact Assessment

Playbook guidance

Digital Transformation Impact 

Assessment Playbook
Change cards Impact Assessment Spreadsheet



• Review the ‘I Can’ 

statements and 48 

change items

 

• Identify relevant 

change items 

• Review relevant 

change cards 

• Score change items in 

relation to complexity, 

probability of success, 

and consequence. 

• Use scores to identify 

high priority items

• Review the reference 

capability models 

• Map changes against 

specific capabilities 

• Use scoring and 

mapping tools to 

identify key risks

• Document blockers

• Escalate priority items 

• Document identified 

risks 

 Step 1 : Review the Changes

Step 1 : 
Review the Changes 

 Step 2 : Assess the Impact

Step 2 : 
Assess the 
Impact 

 Step 3 : Map each change

Step 3 : 
Map each 
change  

 Step 4 : Evaluate priority and risk

Step 4 : 
Evaluate priority 
and risk 

 Step 5 : Record and take action

Step 5 : 
Record and take 
action  

Digital Transformation Impact Assessment

Playbook guidance

• Identify key actions 

• Assign ownership

 

• Track progress 

against ‘I Can’ 

statements and 

priority changes 



Playbook Walkthrough



Purpose and how to use the playbook

Digital Transformation Impact Assessment

The opening pages of the playbook:

• Define the purpose and scope of the playbook

• Provide high-level instructions for the impact assessment 

process

• Give a high-level view of the playbook contents



Context and ‘I Can’ statements

Digital Transformation Impact Assessment

This section of the playbook contains:

• Information about the new Aged Care Act and other 

drivers behind the 1 July changes (for example, the new 

Support at Home program)

• A timeline of changes, with 1 July highlighted

• The ’I Can’ statements that highlight what is mission 

critical for providers on 1 July.



Change items and change cards

Digital Transformation Impact Assessment

This section of the playbook contains:

• Information on how the change items were identified and 

defined

• Change items organised by service type

• Change items linked to ‘I Can’ statement/s

• Information on the change cards and how to use them



Impact assessment instructions

Digital Transformation Impact Assessment

This section of the playbook contains:

• High-level visual overview of the steps involved in 

conducting an impact assessment for the provider's 

organisation. 

• A detailed step-by-step breakdown of conducting a 

thorough impact assessment with supporting resources 

and links to various artefacts. 

• Contextual information about the scoring system behind 

the impact assessment and the three measures of 

impact. 



Appendix

Digital Transformation Impact Assessment

The appendix contains:

• Provider Business Capability Model

• Technology Capability Model

• Provider Ecosystem Map

• Glossary of terms used in the playbook



Access the latest version of the Playbook

Digital Transformation Impact Assessment



What we've heard from the sector



Digital Transformation Impact Assessment

Key Impacts

Operational and 

financial
Technology and digital 

infrastructure

Workforce and care 

management

Communication and 

engagement
Service delivery

Providers face 

operational and 
financial challenges in 
adapting to the 

significant system-wide 
changes within the tight 

timeframe and limited 
implementation funding

1 2

Providers are actively 

preparing for digital 
implementation, but 
software vendor 

delivery timelines and 
integration 

dependencies may 
impact their readiness

Frontline teams are 

balancing significant 
operational change 
alongside ongoing care 

delivery, placing 
increasing pressure on 

their time and capacity.

3

Clear and timely 

communication 
remains essential to 
maintaining sector 

confidence and 
momentum, particularly 

as providers seek to 
engage staff and 
clients in the reform 

process.

4

Adapting to 

overlapping reform 
requirements, 
resourcing changes 

and evolving client 
expectations has 

created pressure points 
on service delivery 
models for many 

providers.

5



Digital Transformation Impact Assessment

What we heard from the sector about the engagement approach

A genuine shift toward two-way 

engagement was widely valued

• Providers appreciated being invited to 
contribute insights, not just receive 

updates.

• The workshop format enabled open 

discussion, reflection, and real-time 

exchange.

• Many said this was the first time they 

truly felt "at the table" in the reform 

process.

A shared forum supported trust-

building and surfacing priorities

• Bringing providers, vendors, and the 
Department together in a shared 

forum enabled a stronger mutual 

understanding.

• Participants raised real operational 

challenges including system 
readiness and workforce change, that 

might have been missed in formal 

submissions.

• The participatory method helped 

providers feel like active contributors 
rather than passive recipients, 

encouraging a stronger sense of 

partnership with the Department.

Sector-wide conversations helped 

providers feel less isolated

• The sessions revealed that providers 
were facing many of the same 

challenges.

• Common themes (e.g. digital 

capability, training delays, funding 

confusion) were validated across 
organisations.

• Providers appreciated uncovering 

sector-wide issues, which helped 

normalise their experience and build 

a common language for reform 
impacts.

There’s a strong appetite for this 

to continue

• Providers appreciated being invited to 
contribute insights, not just receive 

updates.

• The workshop format enabled open 

discussion, reflection, and real-time 

exchange.

“We’re grateful to be at the table - this 

isn’t just a broadcast.”

“It’s been really helpful… I thought I was 

going to be talked at, but it’s actually 

been quite a good open conversation.” 

“It’s really important to have the tech 

partners and providers together in the 

room... we don’t usually get that 

opportunity.”

“We’re far from being alone in this 

situation.”

“We’re hoping this isn’t a one-off. Keep 

us in the room as things evolve.”



Q&A
There are multiple ways to ask your question:

1 Type your question into the meeting chat.

2 Raise your virtual hand to be brought to stage 

to ask your questions directly.

Raise

Want to ask your question directly?

Just raise your hand using the option at the 

top of the MS Teams window.



THANK YOU

Our next meeting will be on Thursday, 29 May 2025.

DTSectorPartners.health.gov.au
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