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BACKGROUND

The release of the final report of the Royal Commission 
into Aged Care in early 2021 is set to drive significant 
reform across the age care sector from a regulatory, 
funding and operational context.

Faster Horses has conducted extensive national 
quantitative research into attitudes and perceptions of 
the aged care industry annually since 2018. This is the 
fourth edition of the study.

The study includes:

+ Consideration and usage of aged care services 
(amongst those needing care and their family 
members), across different services, and across 
timeframes of consideration 

+ Triggers to consideration/usage of aged care 
services

+ Levels of involvement by family members in 
decision-making around aged care services

+ Awareness (spontaneous and prompted) and 
consideration of providers in the industry

+ Perceptions of organisations in the aged care 
industry

+ Choice drivers motivating provider selection

+ Emotional reaction to the potential need for aged 
care services

+ Perceptions of the industry across various measures

OBJECTIVES

The main research objectives of this study were to: 

1. Explore emotional reactions to the potential 
need for aged care services

2. Measure perceptions of the broader aged care 
industry and its providers

3. Determine the level of planning or 
consideration of future aged care service needs

4. Test how involved relatives (or other persons) 
are in the decision-making process for 
organising aged care services

5. Investigate perceptions of job opportunities in 
the aged care sector and appeal of working in 
the sector

6. Explore level of comfort with increased use of 
technology to drive improved quality of aged 
care 

7. Measure awareness (unprompted and 
prompted) and perceptions of aged care 
providers



The following sampling framework was set in 2021, with n=2,333 responses 
collected in total between 26 May – 6 June:

+ n=1,500 nationally representative sample of the Australian adult population 18+;

+ A targeted boost to collect an additional n=250 completed surveys for WA in 
total (for WA report subscribers);

+ Boosted samples for ACT, TAS & NT residents to ensure a minimum number 
was collected for each state or territory; and

+ n=300 boost sample of persons aged 70 and older to ensure a healthy sample 
size for this key audience.  

The data from the nationally representative sample and boost samples was 
combined and then weighted based on 2016 ABS Census data of the Australian 
adult population. 

Tests for statistically significant differences have been conducted vs. the data 
obtained using the same methodology for the 2020 study. 

Differences that are significantly high have been marked with an upwards blue 
arrow (  ), and conversely, significantly low differences have been marked with a 
downwards red arrow (  ).

Due to rounding, the sum of percentages displayed on the chart may not always 
add exactly 100% (instead adding to 99% or 101%).

WA

442

NSW
584

VIC
490

SA

131

QLD

395

The aged care industry therefore touches 
a large proportion of Australian families. 
It is critical that there is improvement in 

the quality of services, as well as the 
perceptions of the industry.

NT
44

TAS
141

ACT
106
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THE FOLLOWING SLIDES 
ARE TAKEN FROM OUR 
2021 REPORT…
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+ Most noteworthy declines are that more 
people believe there is not enough funding 
(+9%) and less think the industry is well 
regulated (-10%). People are also less likely to 
believe staff are well trained & expert (-5%), 
that the industry is innovative (-4%) as well as 
open & transparent (-6%).

+ Additionally, less people trust the industry        
(-3%) and believe the pricing model is 
straightforward (-6%).

+ However, perceptions on how Covid-19 
challenges have been handled have improved 
since last year with just over one in four (27%) 
agreeing it was handled very well.

AGREEMENT WITH STATEMENTS ABOUT 
THE AGED CARE INDUSTRY

2019 
Agree

2018 
Agree

74% 69% 68%

60% 62% 66%

34% 33% 29%

23% - -

25% 23% 19%

22% 22% 18%

28% 26% 15%

22% 20% 13%

20% 18% 11%

72%

69%

29%

27%

21%

19%

18%

16%

15%

10%

12%

44%

50%

48%

57%

60%

60%

50%

18%

19%

27%

23%

31%

24%

23%

24%

35%

The government should focus on ensuring that
people are able to age in their own homes

There is not enough funding given to the aged
care industry

Staff operating in the aged care industry are
well trained and expert

The aged care industry has managed the
challenges of COVID-19 very well

The aged care industry is innovative

I have a high degree of trust in the aged care
industry

The aged care industry is well regulated

The aged care industry is open and transparent

The pricing model used by aged care providers
is straightforward

Agree Disagree Don't know2021:

*New statement added in 2020.
QF2. Do you agree or disagree with the following statements about the aged care industry? This may be based on your own 

experiences, what you have heard from others, or what you have read about the industry.

Base: All respondents 2018 (n=1,701); 2019 (n=1,547); 2020 (n=2,072); 2021 (n=2,333) 

2020 
Agree
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+ Agreement on this has almost doubled 
among 70-79 year old since last year (23% 
vs 12%).

+ Those with relatives in aged care agree with 
this the most (39%) while people around 
retirement age (60-69) show lowest levels of 
agreement. 

AGREEMENT WITH ‘THE AGED CARE INDUSTRY HAS 
MANAGED THE CHALLENGES OF COVID-19 VERY WELL’

27%

36%

22%

18%

23%

25%

31%

39%

21%

50%

39%

54%

66%

57%

51%

51%

46%

51%

23%

25%

25%

16%

21%

24%

18%

15%

28%

Total nat rep sample

18-39 years

40-59 years

60-69 years

70-79 years

80+ years

Currently use an aged care service

Have a relative who uses aged care

Don't use aged care AND don't have a relative
who uses aged care

Agree Disagree Don't know2021:

*New statement added in 2020.
QF2. Do you agree or disagree with the following statements about the aged care industry? This may be based on your own 

experiences, what you have heard from others, or what you have read about the industry.

Base: All respondents; 2018 (n=1,701), 2019 (n=1,547); 2020 (n=2,072); 2021 (n=2,333) 

23%

32%

20%

13%

12%

15%

22%

32%

18%

2020 
Agree
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FEELINGS ABOUT USING AGED CARE IN THE FUTURE:  
THOSE WHO CURRENTLY USE AGED CARE

41%

40%

36%

24%

20%

19%

14%

12%

8%

38%

32%

24%

18%

5%

38%

39%

24%

22%

17%

17%

8%

11%

6%

38%

43%

25%

15%

6%

35%

49%

30%

24%

15%

22%

9%

11%

6%

48%

39%

32%

14%

0%

41%

22%

21%

15%

22%

16%

9%

14%

8%

51%

36%

29%

36%

10%

Concerned

Apprehensive

Vulnerable

Sad

Stressed

Dependent

Confused

Frustrated

Guilty

Cared for

Relieved

In control

Freedom

Excited

2021 2020 2019 2018

QF1. What feelings come to mind if you think about the possibility of you or a loved one needing any services provided by the aged care industry? 
(This could be either home care, retirement/ lifestyle villages or residential aged care) Please select all that apply.

Base: Those currently using an aged care service; 2021 (n=136), 2020 (n=134), 2019 (n=59), 2018 (n=57)

+ Even though apprehension has declined since 2019, the 
long-term trajectory of feeling concerned about oneself or a 
loved one needing aged care is steadily increasing again 
after curbing in 2019 (35% in 2019, 41% in 2021).

+ Similarly, although not changing significantly year on year, 
those in care are increasingly feeling vulnerable, 
apprehensive and sad since 2018.
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+ The types of in-home aged care services those 
considering taking up such services over the next 
5 years were broadly consistent with those 
observed in previous waves.  

+ Help around the home and garden was again the 
most common at 71%, followed by therapy 
services (29%) and nutrition and meal help (25%).

+ Of note, demand for both personal services (16%) 
and clinical and nursing services (9%) were both 
significantly lower than observed in the 2020 
study. Potentially this may be either COVID 
related (e.g. fear of close personal contact) or 
potentially through coverage of the Royal 
Commission final report and recommendations. 

QB18. Which in-home services are you likely to use? 

Base: Considering in-home services within the next 5 years - 2021 (n=157), Considering in-home services within the 
next 5 years - 2020 (n=157); Considering in-home services within the next 5 years - 2019 (n=85); Considering in-home 

services within the next 5 years - 2018 (n=93)

71%

29%

25%

22%

16%

12%

9%

18%

74%

38%

18%

32%

31%

18%

25%

10%

84%

40%

30%

28%

27%

32%

27%

4%

79%

39%

20%

32%

21%

19%

25%

13%

Help around the house and garden

Therapy services (e.g. physio, chiro, podiatry)

Meal and nutrition help

Getting out and about

Personal assistance

Social visits and outings

Clinical and nursing services

Unsure

2021

2020

2019

2018

IN-HOME CARE SERVICES MOST LIKELY TO BE USED
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Experts in 
caring

Promotes 
sociability & 

connectedness
Trustworthy

Open and 
honest

Respectful
Is passionate 
about caring

Welcoming & 
approachable

Friendly
Promotes 
activeness

Values me Religious
A well-

established 
provider

Community 
focused

Innovative & 
progressive

Brand A

Brand B

Brand C

Brand D

Brand E

Brand F

Brand G

COMPARISON TO AVERAGE BRAND PERCEPTION SCORE: NSW

-11%

-4%

1%

3%

-1%

4%

8%

-10%

-3%

2%

1%

4%

3%

3%

-11%

-6%

1%

3%

0%

6%

7%

-10%

-5%

1%

1%

-1%

6%

7%

-12%

-6%

2%

1%

2%

6%

7%

-12%

-5%

2%

1%

3%

6%

5%

-13%

-5%

1%

2%

1%

6%

8%

-8%

-4%

2%

1%

2%

6%

1%

-27%

-29%

-24%

10%

25%

17%

27%

-23%

-8%

0%

6%

-3%

11%

16%

-10%

-2%

-3%

4%

0%

4%

6%

-8%

-6%

12%

0%

-1%

1%

2%

-7%

-4%

8%

-3%

-1%

3%

4%

-15%

-3%

1%

0%

0%

8%

8%

QE3. Please read each statement and select which provider or providers you think the statement applies to. If you have never interacted with 
the provider before and know it only by name, please rate it based on anything you might have seen or heard about it.

Base: NSW respondents currently using care or considering it OR 
have a relative currently using care or considering it within 5 years; 2021 (n=~375, excluding ‘none of these’ responses)

The brand perception scores were averaged across all seven brands tested, for each attribute. These results represent the difference between the average 
score and the brand’s individual score for that attribute. 



TRUST IN THE 
AGED CARE 
SECTOR AT 
LOWEST LEVELS 
SINCE 2018

+ With less than 1 in 5 Australians 
expressing a high degree of trust 
in the aged care sector, it is 
imperative for both industry and 
government to leverage the Royal 
Commission final report as a 
platform for genuine & 
generational reform of the sector. 

+ Critically, trust is lowest among 
those most likely needing to 
consider aged care support in the 
near term (just 15% among those 
aged 60-69, and 12% for those 
aged 70-79) – a compelling 
change narrative is needed to 
address this trust deficit.

VERY FEW SEE THE 
INDUSTRY AS 
EITHER WELL 
REGULATED OR 
OPERATING IN AN 
OPEN AND 
TRANSPARENT 
MANNER

TECHNOLOGY 
OFFERS 
SIGNIFICANT 
BENEFITS TO THE 
SECTOR – BUT 
SOME DOUBT  
BENEFITS CAN BE 
REALISED 

MORE THAN SNAZZY 
ADVERTISING IS 
NEEDED TO 
ADDRESS SECTOR 
WORKFORCE 
SHORTAGES

+ It is clear that coverage of 
the Royal Commission final 
report has also impacted 
views on appropriate 
regulation of the sector and 
on demands for increased 
openness and transparency.    

+ Strong support for both 
increased sector funding 
and a focus on the provision 
of in-home care services 
suggest that getting the 
governance of in-home care 
service provision right 
should be among the 
highest of priorities for the 
sector.  

+ While the majority of Australians 
agree that increased use of 
technology can improve the 
quality of aged care services 
over the next three to five years, 
there are also some key 
reservations across privacy and 
capacity domains. 

+ Only two in five said they have 
confidence that privacy and 
confidentiality of care recipients 
will be protected as use of 
monitoring equipment grows 
into the future, while only 40% 
agreed the sector has the skills 
and knowledge to effectively 
embrace merging technologies 
to improve care. 

+ When asked about key drivers 
of the workforce shortage in 
aged care, most identified the 
challenges of poor pay, poor 
conditions, lack of staff training 
and the physical aspect of the 
role as key reasons for this.  

+ While the sector will always 
appeal to people with a caring 
disposition, projected workforce 
shortfalls will only be addressed 
if these issues are tackled and 
either government, industry or 
both offer incentives for people 
to transition to a much more 
professional and higher skilled 
workforce than is currently 
perceived. 10



Our full Inside Aged Care 2021 syndicated study report is now available for purchase.

Commissioned as a stand-alone research piece, this nationally representative study of  
over n=2000 Australians would require an investment of between AUD$40,000 to 
AUD$50,000.

We have a range of investment options for those wanting to leverage these important 
insights….

Contact either Veronica Mayne or James Wunsch to secure your copy today!

Veronica Mayne – Managing Director
M: +61 412 601 797

veronica@fasterhorses.consulting

James Wunsch – Director Social & 
Government

M: +61 422 433 231
james@fasterhorses.consulting

Option Includes Cost (ex GST)

Report only Full Inside Age Care 2021 report showing analysis 
of attitudinal, behavioural & consideration factors 
among current aged care users, potential near-
term users and their families

$3,500 - $5,000

Report plus state brand 
awareness & perceptions

Full Inside Age Care 2021 report showing analysis 
of attitudinal, behavioural & consideration factors 
among current aged care users, potential near-
term users and their families PLUS individual state 
breakdowns for brand awareness and perceptions

$6,000 - $10,000

Report, state brand 
awareness and 
3-hour tailored activation 
workshop

Full Inside Age Care 2021 report showing analysis 
of attitudinal, behavioural & consideration factors 
among aged care users, potential near-term users 
and their families PLUS individual state 
breakdowns for brand awareness and perceptions 
PLUS 3-hour activation workshop to examine 
operational & marketing implications for your 
brand or organisation. 

$12,000 - $15,000

mailto:veronica@fasterhorses.consulting
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