The Aged Care Census Database
Insight # 12: Consumer Expectations
– A Workforce Perspective
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Analysis of the insight
The Aged Care Census Database (ACCD) tells us that aged care workers think that aged care
consumers’ top four priorities are: care, respect, quality standards and safety.
Only two of these perceived consumer priorities - care and respect - are reflected in aged care
managers’ priorities. Quality standards and safety do not rate in managers’ top eight priorities
(see Insight # 10 for more information).
Interestingly, the Aged Care Census Database (ACCD) shows us that the increasing importance
of quality standards and safety as perceived consumer priorities over the past decade, has resulted
in workers placing a reduced priority on care and respect over the same period – even though both
‘care’ and ‘respect’ still remain as the top two overall.
The ACCD data also tells us that over 70% of workers think that consumers are satisfied with
their aged care.
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But when we drill deeper, only around 65% of workers across all aged care organisations believe their
organisation delivers high quality service to older Australians. It’s hard to understand this discrepancy,
except to suggest that workers perceive some consumers are satisfied with lower quality services.
That said, the ACCD data also tells us that workers clearly believe that ‘service’ equates to more than
those services delivered by its workers. When asked if everyone in their workplace maintains high
quality of standards in their service to consumers, 68-74% of workers said ‘yes’.

So, if 68-74% of workers believe that consumers are being given high
quality services by its workers, why do only 65% of those same workers
believe consumers are receiving high quality care?
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NB: This is the Aged Care Workers’ perspective. It is
yet to be tested against the Consumers’ perspective.

*Data extracted by Linguistic Coding of the free-text question “What are the 3 most important things that
you think your residents/clients expect from your organisation?“ asked on BPA Analytics employee surveys
in the Aged Care Sector. Data held on the Aged Care Census Database. Last updated 14th December 2020.
www.bpanz.com | © Research conducted by and exclusive copyright of BPA Analytics Pty Ltd 2020.

This explanation is tested by looking at the ACCD data on public sector aged care providers where the
discrepancy is largest: 74% of public sector aged care workers think that everyone in their organisation
maintains high quality of standards in their service to consumers but when asked if their organisation
delivers high quality service to consumers, only 63.7% agree. This is more than a 10% discrepancy.

Key messages for providers
•

There may be a mismatch between the priorities aged care managers are communicating to
workers – and what workers believe are consumers’ priorities

•

There may be a worker perception that whilst those involved in direct care services are
maintaining high quality of service, those involved in non-direct aged care services are not.

