
Innovation at Uniting AgeWell 



Uniting AgeWell is an innovative leader that strives to provide care and support based on the best available evidence. 
 
We define innovation as the process of bringing together research, collective intelligence and experience to co-design 
and deliver high quality and accessible services for people across their ageing journey. 

Innovation at Uniting AgeWell 



Uniting AgeWell's Innovation Framework is the strategic structure we have designed to 
give us the ability to leverage research, tap into customer and staff ideas, and generate 
valuable opportunities for our organisation and customers. 
 
Four principles help us arrange our projects, priorities and work towards our vision. 
 

Research & Partnerships 
We will partner with leading  

experts 

Our Vision 
Uniting AgeWell – A national leader creating thriving and inclusive communities where  
innovative and high quality aged care services are delivered with respect and kindness. 

Digital & Technology 
We will enable staff and  

customers through  
technology 

Service Design 
We will develop new ways to  

deliver aged care 

Innovative People 
Our customers and staff will  

lead change 

Innovation Framework 2022 – 2026 



We will co-design changes together with
our customers and staff, making sure that
their input is valued and their ideas are
taken forward, so they feel enabled to
raise new ideas and make them happen.

Innovative People
Our customers and staff will lead change

We will design innovative, holistic and 
seamless services. We will embed our 
learnings into services to benefit our 
customers. Uniting AgeWell will be known 
for its dementia, mental health, palliative, 
wellbeing, spiritual and restorative care.

Service Design
We will develop new ways to deliver aged care 

We will partner on ground breaking research. 
Our research will help drive the national 
research and reform agenda. We will work 
with the most innovative commercial partners 
where they can directly benefit our approach. 

Research & Partnerships

We will partner with leading experts
 

We will use technology to enable the best 
services and experiences for our customers 
and staff. Customers will have the real time 
data they need on their journey as well as 
access to the latest smart technologies to 
enable independence.  
 

Digital & Technology

We will enable staff and customers 
through technology

 

Innovation Framework 2022 – 2026
Four principles will help us arrange our projects, priorities and work towards our vision. 



Research &  
Partnerships

Service  
Design

Digital &  
Technology

Innovative 
People

Quality of Life  
Research  

partnership to  
develop and  
Implement  

Quality  
of Life Tool

Develop a  
strategy to  

provide  
customers with 

technology  
service options

CRM Phase 2:  
Develop and  
implement a  
digital care  

planning tool

CRM Phase 3:  
Develop the  

first iteration of 
an online  

Uniting AgeWell  
customer portal

Map current  
services for  
immediate  

improvement 
areas

Use co-design 
methodology to 

design and  
deliver all other 

initiatives

Develop the  
business case to 

develop a Uniting 
AgeWell staff 

ideas & innovation  
champion scheme

Fund and deliver a Project  
Management Office (PMO)  

function to support staff to make  
their ideas into tangible projects  

and to implement them

Create a pathway for staff ideas to 
become projects and run regular  

staff training for more  
“Innovation Champions”

Extend ideas pathway to customers  
for their feedback and engagement.

Launch the first 
annual staff  
innovation  

survey

First annual  
sector review  
that collates  
innovative  

services  
nationally and  
internationally

Create a target UA service vision,  
including the Strategic Service Plan 
and AgeWell Neighbourhood work  

done to date

Create a road map to achieve the  
end state Uniting AgeWell 

 service vision

Establish and launch pilot sites to test and iterate  
service visions and delivery mechanisms

Iterative Phases: Refine and expand the AgeWell  
Customer Portal, and enhance integration with  
Uniting AgeWell business functions, Telehealth  

services & the digital care planner

Customer Relationship Management (CRM) system  
Phase 1: central system to manage all new customer 

 leads, marketing functionality & establish central  
contact centre

Develop  
customer service  
needs algorithm  
using artificial  

intelligence

Partnerships to 
expand and  

improve home-
based palliate 
care services

Research to  
develop mental 
health protocols 
& interventions

Research to  
trial, evaluate 
and expand 

respite services

Continued investment in research  
and innovation priority areas

Pilot and  
evaluate  

customer video 
calling &  

Telehealth  
interventions

Research  
partnerships to 

develop and 
evaluate new  

dementia  
services

2022 – 2023 2023 – 2024 2024 – 2025 2025 – 2026

Roadmap 
A high level roadmap helps stage and order key initiatives across the organisation.



Research &  
Partnerships

• Research & innovation 
projects demonstrate 
quality of life benefits 
to customers 

 
• Successful findings are 

implemented into  
service provision 

 
• Research & innovation 

partnerships grow in 
impact and profile 

Innovative  
People

• Project management 
office established that 
supports  
implementation of 
staff ideas 

 
• Staff innovation  

activities support  
Uniting AgeWell's 
position as an employer 
of choice 

 
• Annual improvement on 

staff innovation survey 
 

Digital &  
Technology

• Development of lead 
capture function allows 
Uniting AgeWell to 
track and improve  
customer access to  
services 

 
• Digital care planning 

enhances customer 
services and supports 

 
• Customer portal function  

provides customers 
with greater control 

 

Service Design

• Mapping of current 
services leads to quick 
improvements which 
are implemented 

 
• Target Uniting AgeWell 

service vision reflects 
finding from Strategic 
Service Plan and other 
key reports 

 
• An achievable transition 

roadmap is developed 
 

Success Measures 
Success measures help us track our progress and iterate as we need. 
 



Uniting AgeWell Strategic Plan 2022 – 2026 

Digital Transformation Strategy 

Dementia Framework & Action Plan 

Mental Health & Wellbeing Framework & Action Plan 

Workforce Strategy 

Education Strategy 

Diversity Framework 

Spirituality Framework 

Quality & Operational Improvement Plans 

Marketing & Communications Strategy 

Delivery Context 
Innovation initiatives will interface with other key strategies and frameworks across Uniting AgeWell. 
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