
Inclusive use of digital and non-digital 
communications: guidance for CHSP 

providers 

Webinar Presentation 6 & 8 June 2023



Acknowledgment of Country

We acknowledge the Traditional Custodians of the Land we meet from, the Bunurong 
People of the Kulin Nations. We acknowledge all first nations peoples and their lands on 

which we live and work.

We pay our respects to their continuing culture and all Elders, past and present who have 
taught their children, adults, and communities for over 65,000 years, the oldest living 

culture in the world.

We commit ourselves to the ongoing journey of reconciliation.



Webinar Program (6 June)

Welcome and overview 11.00am- 11.05am

Project aim and process 11.05am – 11.10am

Research and consultation findings 11.10am – 11.20am

Resource Guide highlights 11.20am – 11.30am

Panel discussion 11.30am – 12.10pm

Audience question and answer 12.10pm – 12.25pm

Wrap-up and next steps 12.25pm – 12.30pm



Webinar Program (8 June)

Welcome and session overview 3.00pm- 3.05pm

Project aim and process 3.05pm – 3.10pm

Research and consultation findings 3.10pm – 3.20pm

Resource Guide highlights 3.20pm – 3.30pm

Panel discussion 3.30pm – 4.10pm

Audience question and answer 4.10pm – 4.25pm

Wrap-up and next steps 4.25pm – 4.30pm



Project aim and process
Undertaken by COTA Victoria Feb-May 2023 as a CHSP Service Support and 
Development project.

Aim:
To identify and share practical advice on how CHSP providers can best meet the 
communication needs and preferences of older people who are not well digitally 
engaged. 

Key project activities:

 Consultation with older people, peer advocates and consumers
 Literature review and discussions with experts and peak bodies
 Development of resource guide
 National webinars for CHSP providers
 Sector feedback



What do we know about older Australians’ 
digital engagement?

1. There is no place for reductionist stereotypes of older people as unable or unwilling to 
embrace digital communications.

2. Older Australians have diverse access, skills and comfort with digital communications – a 
large majority are embracing new technologies to some extent.

3. Many face significant barriers and express clear preferences for non-digital alternatives, 
particularly in service delivery contexts.

4. Digital disengagement or exclusion may not reflect lack of competence and access to 
technology does not imply active use.

5. There is a sizeable group of older Australians who feel quite uncomfortable with technology 
but are open and interested in improving their skills.

6. Factors contributing to lower digital engagement have been consistently identified as: low 
education, financial insecurity, poor mental or physical health, and disability. 



Australian Digital Inclusion Index 2021



COTA State of the Nation Survey Findings 2023



Consumer consultation findings (1)
Older people place high value on responsive communication options in the aged support system.

 Most have some confidence with common technologies, but also discomfort with how services 
rely on digital communications. Many have old devices and use them in very limited ways.

 While most recognise the benefits of new technologies, for some the reliance on digital 
communications “has become a blocker rather than an aid to life”.

 Consumers think services need to be more alert to the impact of client health on ability to use 
digital communications and regularly reassess the methods used with each client.

 While appreciating providers’ effort to support use of digital tools, many say services fail to ask 
them about their preferences and assume they can access support from families.

 There is strong preference for face-to-face or phone communication and continued expectation 
of paper-based resources.

Above all, consumers want better two-way communication and ability to explain their needs and 
give feedback to providers.



Consumer consultation findings (2)
 Consumer anxieties severely limit willingness to use digital communications, regardless of skill –

scams, privacy breaches, “consequences of clicking the wrong button”.

 Common concern at the lack of or difficulty accessing appropriate “help desk” type support. 

 Many feel digital communications ignore challenges facing older people – eg typing skills, 
concentration, patience, volume control, visual acuity. 

 Digital communications seen to lack necessary capacity for repetition and checking with users 
on their comprehension (although some do this well).

 Some digital communications seen to use more jargon and technical terms, with less sensitivity 
to cultural differences.

 Concern about the way traditional communications are used, such as “being swamped with 
paper forms” and phone contact that involves long waiting times. 

 Training seen as often more technical than required and not based on clients’ own identified 
needs (including emotional and  socialisation elements).



Resource guide



Resource guide - overview

 Stand-alone document providing overview of issues and suggested solutions plus a   
one page “tip sheet” 

 Targeted to CHSP staff involved in management, service delivery and 
communications.

 Not a detailed “how-to” manual but practical advice on how to approach the 
challenge in various aspects of service delivery.

 Aims to inform agency review and planning, with clear relevance to Aged Care 
Quality Standards.



Resource guide - content



Resource guide - content



Resource guide - content



Panel Discussion (6 June)
Panel members:

 Sallenna Skye – Social Inclusion Coordinator, City of Monash
 Ruth Hosking OAM – retired geriatric nurse, aged care advocate, COTA peer educator
 John Doutch – COTA peer educator and advocate
 Torgeir Aleti – Shaping Connections Project, RMIT University

Key Questions:

1. How well are community aged care services currently doing in tackling issues of digital 
inclusivity?

2. Where are the gaps for consumers and who’s being left behind? What works best for 
individuals from diverse communities?

3. What are the most important things community aged care services can do to improve in this 
area?

4. What further support do CHSP providers and staff need to deal with these issues effectively?



Panel Discussion (8 June)
Panel members:

 Gayle Osmond – Bridges Connecting Communities
 John Doutch – COTA peer educator and advocate
 Susan Newman – COTA Tasmania
 Bernardo Figueiredo – Shaping Connections, RMIT University
 Lisa Du – ReadyTechGo

Questions:

1. How well are community aged care services currently doing in tackling issues of digital 
inclusivity?

2. Where are the gaps for consumers and who’s being left behind? What works best for 
individuals from diverse communities?

3. What are the most important things community aged care services can do to improve in this 
area?

4. What further support do CHSP providers and staff need to deal with these issues effectively?



Audience Q&A

We are keen to hear your thoughts and respond to your queries including:

 Questions or comments on panel member inputs

 Questions on the COTA Victoria project and resource

 Experiences to share on your efforts to improve inclusive communications



Wrap-up and next steps

 A feedback survey will shortly be sent to you via email.  We want to hear 
your response to this webinar so we can improve these types of events.

 A link to access a recording of this webinar will be sent out separately 
within the next week.

 This will also provide an advance copy of the Resource Guide and a survey 
to provide feedback on the product and ideas for further action. 

 Thank you all for your participation.
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