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Chair’s foreword and summary

It is my pleasure to present the first report of the Committee on Ageing and Disability, of its
review of the 2023 — 2024 annual reports of the Ageing and Disability Commission. Last year,
significant amendments were made to the Ageing and Disability Commissioner Act 2019 (the
Act) to implement most of the recommendations made in the Independent Statutory Review
of the Act, which was finalised in May 2023. One of the amendments to the Act resulted in the
establishment of this Committee to oversight the Commission's critical functions.

It has been insightful to learn about the Commission's work as a unique agency in Australia
dedicated to safeguarding adults with disability and older people. Despite resourcing
constraints, the Commissioner and his staff have worked hard during the reporting period to
carry out the Commission's functions with respect to adults with disability and older people.
The Committee commends the agency's dedication and commitment and have made a
number of recommendations aimed at supporting the Commission's work. We have also made
findings about the Commission's functions, operations and structure, which we will consider
further in future reviews.

The Ageing and Disability Commission

By far, the biggest challenge to the Commission's capacity to effectively carry out its functions
are the resourcing constraints that it operates under. Since its establishment in 2019 the
Commission has experienced an ongoing increase in the number of reports it receives in
relation to abuse, neglect and exploitation. This increasing demand may reflect growing
community awareness of the Commission's work. However, we found that this trend will only
continue as the population of older people and people with disability in NSW increases. Recent
boosts to the Commission's baseline budget is welcomed by the Committee and we will
monitor the impacts of the additional funding when we review the Commission's annual
reports for the next reporting period.

The Commission also reported an increasing proportion of high-risk and complex reports made
to it during the reporting period. This, combined with the growing workload demands on the
Commission's small staff, resulted in the Committee taking a particular interest in the reported
risks to staffs' psychological wellbeing. The Commission advised the Committee that it
undertook measures to address these concerns, including an internal audit into its staff
wellbeing framework, which resulted in 30 recommendations. We look forward to seeing the
results of these initiatives and have recommended that the Commission provide us with a copy
of the audit report and any relevant action plan to assist us in monitoring staff wellbeing
moving forward.

Another amendment to the Act made during the reporting period in response to the
Independent Statutory Review was to expand the circumstances in which the Commission can
investigate allegations of abuse, neglect or exploitation without the consent of the adult with
disability or older person who is the subject of the allegation. As a consequence of this, the
Commission is now able to investigate allegations without the adult's consent in circumstances
when they cannot gain access to the relevant adult.

Data from the annual report highlighted that most investigations were commenced without
the relevant adult's consent during the reporting period. The Committee expressed concerns
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that the exceptions under the Act were not being consistently interpreted to ensure that
investigations without consent were commenced in limited circumstances. Recognising the
importance of prioritising the adult's wishes, the Committee has made a recommendation to
ensure that investigations that are commenced when the relevant adult is considered
'incapable of giving consent', occur in exceptional circumstances only. To this end, we have
recommended that the Act be amended to include a rebuttable presumption that an adult has
capacity to give consent, and that it set out guidance on when an adult should be considered
incapable of giving consent.

In this report the Committee also considered the Commission's work to strengthen its
engagement with Aboriginal and culturally and linguistically diverse (CALD) communities. We
noted that data indicated that Aboriginal people and people from CALD backgrounds were
underrepresented in reporting to the Commission, which may suggest that a greater focus on
engagement with these communities is necessary to extend the Commission's reach. The
Committee made two recommendations to enhance the Commission's engagement with
adults with disability and older people from Aboriginal and CALD communities.

Official Community Visitors scheme

In addition to its work safeguarding adults with disability and older people, the Commission
also has sole operational oversight of the Official Community Visitor's (OCV) scheme. Like the
demand for the Commission's other services, demand for the scheme has also grown
significantly in recent years due to the increasing number of visitable services. At the same
time, staffing numbers did not increase to meet the increasing demand due to resourcing
constraints. The Commission reported on the strategies it has implemented to manage the
operation of the scheme in this context, such as the introduction of 'one-off' visits to maximise
the allocation rate of visitable services.

To support its work administering the scheme the Commission engaged KPMG to conduct an
internal audit of the scheme's operations, governance and day-to-day management. One
recommendation arising from the audit, which was subsequently implemented by the
Commission, was to review and update its prioritisation policy for allocating Visitors to
services. The Committee has recommended that the Commission provide us with a copy of the
KPMG audit report, along with any relevant action plan, to assist us in monitoring the OCV
scheme in future reviews.

We look forward to continuing to work with the Commission in a cooperative and constructive
manner, to oversight and identify enhancements to its important work safeguarding the rights
of adults with disability and older people. | thank my fellow Committee members for their
valuable input into the Committee's inaugural review and | thank the Committee staff for their
diligent and capable support.

The Hon. Cameron Murphy MLC
Chair
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Findings and recommendations

Recommendation 1 2

That the NSW Government, in consultation with the Ageing and Disability Commission, amend
section 13 of the Ageing and Disability Commissioner Act 2019 to:

e  establish a rebuttable presumption that an adult who is the subject of a report has
capacity to give consent, for the purposes of subsection (11), and

e give guidance on when an adult should be considered 'incapable of giving consent' as
provided under subsection (12)(b)(i).

Finding 1 7

Reports relating to abuse, neglect and/or exploitation of adults with disability and older people
have grown rapidly since the Ageing and Disability Commission was established in 2019. The
Committee heard that this trend will only continue as the proportion and number of people
with disability and older people in NSW increases.

Finding 2 13

In addition to the increasing number of reports to the Ageing and Disability Commission of
abuse, neglect and/or exploitation, another trend is the increasing proportion of reports that
are higher-risk or more complex.

Finding 3 16

Aboriginal people and people from culturally and linguistically diverse (CALD) backgrounds
made up a small proportion of the people that were the subject of a report of abuse, neglect
and/or exploitation to the Ageing and Disability Commission. This may indicate that Aboriginal
and CALD communities in NSW have less awareness or understanding of, and/or they have
greater trouble accessing, the Commission and its services.

Recommendation 2 16

That the NSW Government provide additional baseline funding for the Ageing and Disability
Commission to establish dedicated CALD and Aboriginal outreach officers in strategically
targeted locations across NSW, as well as other outreach and engagement activities targeted
to Aboriginal and CALD communities.

Recommendation 3 23

That the Ageing and Disability Commission provide the Committee with a copy of the report of
the internal audit of the Official Community Visitors scheme that was conducted by KPMG and
any relevant action plan to implement the recommendations from the audit.

Recommendation 4 26

That the Ageing and Disability Commission publish the report, entitled 'Neglect among adults
with disability and older people in New South Wales', that was prepared by the University of
New South Wales in partnership with the Commission, on its own website as soon as practical.

vi
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Finding 4 29

The Ageing and Disability Commission's establishment of Multicultural Working Groups has led
to meaningful strategic initiatives to enhance engagement with culturally and linguistically
diverse (CALD) communities.

Recommendation 5 31

That the Ageing and Disability Commission consider establishing Aboriginal Working Groups to
advise it on enhancing outreach and engagement with Aboriginal communities and, if needed,
that the NSW Government provide additional funding to support the establishment and
operation of the Working Groups.

Finding 5 33

The most significant challenge to the Ageing and Disability Commission's capacity to effectively
carry out its statutory functions are the limited resources available to it.

Finding 6 34

The Ageing and Disability Commission is staffed by a small number of employees. Given the
Commission's broad range of functions, including policy, prevention and investigation work,
the Commission may require more staff in order to effectively carry out its statutory functions.

Finding 7 34

As a result of existing resource constraints, the Ageing and Disability Commission will need to
continue to identify and implement efficiency strategies to manage the increasing work
demands on the existing number of staff.

Finding 8 36

By agreement, the Ageing and Disability Commission has taken over operational responsibility
for management of the Official Community Visitors scheme, which statutorily falls on both the
Commission and the Children's Guardian. While this allows for more efficient and consistent
oversight of the scheme, it also places an increased burden on the Commission, as current
funding of the scheme is insufficient to cover both the core work relating to visitable services
and the administration of the scheme.

Finding 9 38

The increasing volume of reports of abuse, neglect and exploitation made to the Ageing and
Disability Commission and the proportion of these that are higher-risk and complex may have
negative and compounding impacts on the psychological wellbeing of Commission staff,
including greater risks of burnout and vicarious trauma.

Recommendation 6 39

That the Ageing and Disability Commission provide the Committee with the report of the
internal audit of the Commission's staff wellbeing framework and any relevant action plan
resulting from the audit.

vii
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Chapter One — The NSW Ageing and Disability
Commission

Role of the Commission

11

1.2

1.3

1.4

On 1 July 2019 the Ageing and Disability Commissioner Act 2019 (the ADC Act)
established the Ageing and Disability Commission (the Commission). The
Commission is an independent agency under the ADC Act.! To date, two people
have been appointed as Ageing and Disability Commissioner (the Commissioner).
Mr Jeff Smith is the current Commissioner.?

The purpose of the Commission is to:

« protect and promote the rights of adults with disability and older people who
are aged 65 years and above (or 50 years and above for Aboriginal or Torres
Strait Islander people)

o protect adults with disability and older people from abuse, neglect and
exploitation.?

It was established after several reviews and reports recommended the
establishment of an independent oversight body dedicated to both investigating
alleged abuse and neglect of vulnerable adults, and advocating for them.*

The Commission has a number of functions under the ADC Act relating to adults
with disability and older people, including to:

« receive and handle reports of alleged abuse, neglect and/or exploitation of
an adult with disability or older person

« educate the public and raise awareness about matters relating to abuse,
neglect and exploitation of adults with disability and older people

« carry out research on systemic issues relevant to the protection and
promotion of the rights of adults with disability and older people

o give advice and make recommendations to the Minister for Disability
Inclusion and the Minister for Seniors about matters relating to the abuse,
neglect and exploitation of adults with disability and older people.®

1 Ageing and Disability Commissioner Act 2019 ss 5, 12(3).

2 NSW Department of Communities and Justice, New Ageing and Disability Commissioner appointed, media release,
26 February 2025, viewed 30 October 2025.

3 Ageing and Disability Commissioner Act 2019 ss 3, 4; Ageing and Disability Commission, Annual Report 2023-2024,

October 2024, p 4.

4 New South Wales, Legislative Assembly, Parliamentary Debates, 8 May 2019 (Gareth Ward, Minister for Families,
Communities and Disability Services).

5 Ageing and Disability Commissioner Act 2019 Pt 3.



https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-007
https://dcj.nsw.gov.au/news-and-media/media-releases/2025/new-ageing-and-disability-commissioner-appointed.html
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-007
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/ADC-Annual-Report_2023-2024_-_final.pdf
https://www.parliament.nsw.gov.au/Hansard/Pages/HansardResult.aspx#/docid/'HANSARD-1323879322-105266'
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-007
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1.5 The Commission is also responsible for the Official Community Visitors (OCV)
scheme under the ADC Act and the Children's Guardian Act 2019.% Its work to
carry out these functions is discussed later in this report.

1.6 The Commissioner highlighted the uniqueness of the Commission as a body
dedicated to protecting adults with disability and older people. He told the
Committee that there is 'no exact equivalent' body in any other Australian
jurisdiction. For that reason, the Commissioner regarded the agency as a
'safeguarding model' for other Australian jurisdictions.” We also heard that the
Commission's approach is to ensure that its work is informed by the views and
wishes of adults with disability and older people.?

Recent law reforms following the Independent Statutory Review of the
Ageing and Disability Commissioner Act

Recommendation 1

That the NSW Government, in consultation with the Ageing and Disability
Commission, amend section 13 of the Ageing and Disability Commissioner Act
2019 to:

establish a rebuttable presumption that an adult who is the subject of a report
has capacity to give consent, for the purposes of subsection (11), and

give guidance on when an adult should be considered 'incapable of giving
consent' as provided under subsection (12)(b)(i).

1.7 Section 36 of the ADC Act required an independent review of the Act to be
conducted and a report of the outcome of the review to be made to Parliament.
The review was to determine whether:

« the objectives of the ADC Act are still valid
« the ADC Act's provisions are still appropriate for achieving those objectives.’

1.8 Mr Alan Cameron AO was commissioned to conduct the review.'® In May 2023
the report of the review, entitled 'Report of the Independent Statutory Review of
the Ageing and Disability Commissioner Act 2019' (the Statutory Review report),
was tabled in Parliament.!! The report observed that there was broad agreement

6 Ageing and Disability Commissioner Act 2019 Pt 4; Children's Guardian Act 2019 Pt 9.

7 Commissioner Jeff Smith, Commissioner, NSW Ageing and Disability Commission, Transcript of evidence, 15
August 2025, p 6.

8 Ms Kathryn McKenzie, Director, Operations, NSW Ageing and Disability Commission, Transcript of evidence, 15
August 2025, p 3.

9 Ageing and Disability Commissioner Act 2019 s 36.

10 NSW Department of Communities and Justice, Ageing and Disability Commission Act Independent Review, viewed
31 October 2025.

11 New South Wales, Legislative Council, Minutes of Proceedings no. 5, 24 May 2023, p 109; New South Wales,
Legislative Assembly, Votes and Proceedings no. 6, 25 May 2023, p 84.



https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-007
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-025
https://www.parliament.nsw.gov.au/ladocs/transcripts/3580/Transcript%20-%2015%20August%202025%20-%20Committee%20on%20Ageing%20and%20Disability.pdf
https://www.parliament.nsw.gov.au/ladocs/transcripts/3580/Transcript%20-%2015%20August%202025%20-%20Committee%20on%20Ageing%20and%20Disability.pdf
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-007
https://dcj.nsw.gov.au/about-us/engage-with-us/public-consultations/statutory-reviews/ageing-and-disability-commission-act-independent-review.html
https://www.parliament.nsw.gov.au/hp/housepaper/29081/5-Min-20230524-Cor.pdf
https://www.parliament.nsw.gov.au/hp/housepaper/29099/6-VAP-Corrected.pdf

1.9

1.10

111

1.12

1.13

Review of the 2023 - 2024 annual reports of the Ageing and Disability Commission

The NSW Ageing and Disability Commission

that the ADC Act's objectives remain valid and that its terms are appropriate for
achieving those objectives.?

The Statutory Review report made 11 recommendations to the NSW
Government, 10 of which recommended amendments to the ADC Act.*®> Some of
the proposed amendments to the ADC Act related to information-sharing by the
Commission and Visitors with other bodies, and introducing new notification
requirements under the OCV scheme.*

Recommendations 3 and 11 of the report are of particular interest to the
Committee. Recommendation 11 called for the appointment of 'a Parliamentary
Committee to monitor and review the functions of the [Commission]'. The report
noted that this was proposed by stakeholders because other independent report-
handling organisations in NSW were oversighted by a parliamentary committee.’

Recommendation 3 dealt with stakeholder concerns about when the Commission
can investigate allegations of abuse, neglect or exploitation without the consent
of the relevant adult. The report compared section 13 of the ADC Act with similar
investigation provisions under the Ageing and Adult Safequarding Act 1995 (SA).
It highlighted that the South Australian law had 'distinct advantages' in the way it
dealt with issues of capacity and access.®

The Statutory Review report agreed that the circumstances in which the
Commission can investigate allegations of abuse, neglect or exploitation without
consent should be expanded to address circumstances involving access or
impaired capacity.

This resulted in Recommendation 3, that the Government amend the ADC Act to:

... extend the circumstances in which the Commissioner may investigate allegations
without the consent of the relevant adult, both:

a. to cover situations in which the Commissioner cannot obtain access, and
b. with respect to the issue of the adult’s capacity to consent, to:

i establish a presumption of capacity,

ii. enable the Commissioner to investigate without consent where

capacity is relevantly and sufficiently impaired rather than where
there is no capacity, and

12 Statutory report, Independent Statutory Review of the Ageing and Disability Commissioner Act 2019, Report of
the Independent Statutory Review of the Ageing and Disability Commissioner Act 2019 ('Statutory review report'),
dated April 2023, 24 and 25 May 2023 ('Statutory review report'), p 1.

13 Statutory review report, pp 2-3, 16.

14 Statutory review report, pp 2-3.

15 Statutory review report, pp 3, 18-19.

16 Statutory review report, pp 9-11.



https://www.parliament.nsw.gov.au/tp/files/84417/TAB%20A%20Statutory%20Review%20-%20Report%20of%20the%20Independent%20Statutory%20Review%20of%20the%20Ageing%20and%20Disability%20Commissioner%20Act%202019%20FINAL.pdf
https://www.parliament.nsw.gov.au/tp/files/84417/TAB%20A%20Statutory%20Review%20-%20Report%20of%20the%20Independent%20Statutory%20Review%20of%20the%20Ageing%20and%20Disability%20Commissioner%20Act%202019%20FINAL.pdf
https://www.parliament.nsw.gov.au/tp/files/84417/TAB%20A%20Statutory%20Review%20-%20Report%20of%20the%20Independent%20Statutory%20Review%20of%20the%20Ageing%20and%20Disability%20Commissioner%20Act%202019%20FINAL.pdf
https://www.parliament.nsw.gov.au/tp/files/84417/TAB%20A%20Statutory%20Review%20-%20Report%20of%20the%20Independent%20Statutory%20Review%20of%20the%20Ageing%20and%20Disability%20Commissioner%20Act%202019%20FINAL.pdf
https://www.parliament.nsw.gov.au/tp/files/84417/TAB%20A%20Statutory%20Review%20-%20Report%20of%20the%20Independent%20Statutory%20Review%20of%20the%20Ageing%20and%20Disability%20Commissioner%20Act%202019%20FINAL.pdf
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iii. give guidance on when capacity is relevantly and sufficiently
impaired.’

In March 2024 the Parliament passed the Ageing and Disability Commissioner
Amendment Bill 2023 (the Bill), which was introduced in response to the
Statutory Review report's recommendations, and became the Ageing and
Disability Commissioner Amendment Act 2024 (the Amendment Act) on assen
The Minister for Disability Inclusion said in her second reading speech on the Bill
that the Government broadly supported the recommendations of the Statutory
Review report and that it would implement 'almost all of those

recommendations'.*®

t'18

The Amendment Act implemented all but one recommendation of the Statutory
Review report, including establishing this Committee as a statutory joint
parliamentary committee to oversight the Commission.?° The role of the
Committee is discussed in greater detail later in this chapter.

Importantly, the Amendment Act did not fully implement Recommendation 3. It
did amend section 13 of the ADC Act to enable the Commission to investigate
allegations without the relevant adult's consent where the Commission is unable
to access the adult despite reasonable efforts.?!

However, the Amendment Act did not implement Recommendation 3(b), which
proposed amendments to establish a presumption of capacity, but also to allow
the Commissioner to investigate allegations without the adult's consent if their
capacity to consent is 'relevantly and sufficiently impaired'.??

The Minister for Disability Inclusion was clear in her second reading speech that
recommendation 3(b) was intentionally not implemented. She said that this
would expand the circumstances in which the Commission could investigate
without an adult's consent in a way that could undermine 'the right to privacy'.®

Under section 13 of the ADC Act, the Commission has always been able to
investigate allegations of abuse, neglect or exploitation without the consent of
the relevant adult in limited circumstances. This includes when the Commission
considers that the adult is 'incapable of giving consent', even with appropriate
support to make that decision.?*

17 Statutory review report, p 11.

18 parliament of New South Wales, Ageing and Disability Commissioner Amendment Bill 2023, viewed 31 October
2025; Ageing and Disability Commissioner Amendment Act 2024; Ageing and Disability Commission, Annual Report
2023-2024, October 2024, p 40.

19 New South Wales, Legislative Assembly, Parliamentary Debates, 29 November 2023 (Kate Washington, Minister
for Families and Communities, and Minister for Disability Inclusion). See also Ageing and Disability Commission,
Changes to the Ageing and Disability Commissioner Act, viewed 30 October 2025.

20 Ageing and Disability Commissioner Amendment Act 2024 Sch 1 cls [14], [19].

21 Ageing and Disability Commissioner Amendment Act 2024 Sch 1 cl [6].

22 Statutory review report, p 11.

23 Parliamentary Debates, 29 November 2023 (Kate Washington).

24 Ageing and Disability Commissioner Act 2019 s 13(12)(b)(i).
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https://www.parliament.nsw.gov.au/bills/Pages/bill-details.aspx?pk=18527
https://legislation.nsw.gov.au/view/pdf/asmade/act-2024-14
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/ADC-Annual-Report_2023-2024_-_final.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/ADC-Annual-Report_2023-2024_-_final.pdf
https://www.parliament.nsw.gov.au/Hansard/Pages/HansardResult.aspx#/docid/'HANSARD-1323879322-137666'
https://ageingdisabilitycommission.nsw.gov.au/documents/Changes_to_the_ADC_Act_Fact_Sheet_2024.pdf
https://legislation.nsw.gov.au/view/pdf/asmade/act-2024-14
https://legislation.nsw.gov.au/view/pdf/asmade/act-2024-14
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https://www.parliament.nsw.gov.au/Hansard/Pages/HansardResult.aspx#/docid/'HANSARD-1323879322-137666'
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-007
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The Committee notes that section 13(11) of the ADC Act is clear that any
investigation of alleged abuse, neglect or exploitation of an adult with disability
or older person should not proceed without the adult's consent.?® The exceptions
under subsection (12) should be limited only to circumstances that strongly
justify proceeding against the wishes of the adult. Any expansions to these
exceptions should be approached cautiously.

The Statutory Review report acknowledged that allowing investigations without
the adult's consent where their capacity is 'relevantly and sufficiently impaired'
would be a 'lower default threshold level of incapacity'. It also acknowledged that
this may mean that the 'general principle that an adult's consent is required' to
investigate could be more easily overcome.?®

For this reason, the Committee agrees that Recommendation 3(b) of the
Statutory Review report should not be fully implemented. However, we consider
that there is merit to some of the amendments proposed in Recommendation
3(b), those being to establish a presumption of capacity and to give guidance on
issues around capacity in the ADC Act.

Currently, under section 13(12) of the ADC Act, the Commission does not need to
get the adult's consent if it forms the subjective view that the adult is 'incapable
of giving consent' even with appropriate decision-making support.?” The rate of
investigations commenced without consent is discussed further in Chapter Two in
this report.

Clearly setting a presumption of capacity in law reinforces the importance of the
general principle that investigations should only happen with the relevant adult's
consent.?® Giving guidance on when this presumption is rebutted or when an
adult is 'incapable of giving consent' may also reinforce the importance of
ensuring the adult's decisions are determined and supported.

Including guidance in the ADC Act on when an adult should be considered to not
have capacity to give consent may reduce the subjectivity of determining when
this circumstance arises. This will ensure better consistency of practice, and that
investigations without consent are limited to exceptional circumstances only.

Therefore, the Committee recommends that the Government amend section 13
of the ADC Act to establish a rebuttable presumption that the relevant adult has
capacity when trying to obtain their consent to investigate a report. The
Government should also amend section 13 to include guidance on when an adult
should be considered 'incapable of giving consent' under subsection (12)(b)(i).
The wording of any proposed amendments should be developed in consultation
with the Commission.

25 Ageing and Disability Commissioner Act 2019 s 13(11).

26 Statutory review report, p 11.

27 Ageing and Disability Commissioner Act 2019 s 13(12)(b)(i).

28 See Ageing and Disability Commissioner Act 2019 s 13(11).
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The role of this Committee

1.27 As discussed above, the Committee was established by the Amendment Act
following the recommendation of the Statutory Review report. The Committee is
appointed under section 28A of the ADC Act.?

1.28 The Committee's functions are set out in section 28B of the ADC Act. Broadly, we
are tasked with monitoring and reviewing the Commission's functions, examining
any trends and changes in services and issues affecting adults with disability and
older people, and reporting to Parliament on any matter relevant to the exercise
of the Commission's functions which we believe requires the Parliament's
attention.*°

1.29 Another function under section 28B is to review and report on the annual reports
made by the Commission and presented to Parliament each year. Our report on
the Commission's annual reports should focus on the performance and activities
of the Commission during the reporting period, and any matters connected with
the exercise of the Commission's functions that we wish to draw to the attention
of Parliament.?!

29 Ageing and Disability Commissioner Act 2019 s 28A.
30 Ageing and Disability Commissioner Act 2019 s 28B.
31 Ageing and Disability Commissioner Act 2019s 28B(1)(c) and (d).
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Chapter Two — Reports relating to abuse,
neglect and/or exploitation of adults with
disability and older people

Overview of the Commission's work regarding reports in 2023-2024
Finding 1

Reports relating to abuse, neglect and/or exploitation of adults with disability
and older people have grown rapidly since the Ageing and Disability
Commission was established in 2019. The Committee heard that this trend will
only continue as the proportion and number of people with disability and older
people in NSW increases.

2.1 During the reporting period the work of the Ageing and Disability Commission
(the Commission) relating to safeguarding adults with disability and older people
increased. In particular, the number of calls and reports received and
investigations conducted that related to alleged abuse, neglect or exploitation
increased significantly since the previous reporting period.

2.2 The Commission received over 5,700 matters during the current reporting period,
which is a 13 per cent rise from the previous reporting period.?? The below table
summarises the type of matters dealt with by the Commission during the
reporting period.

Table 1: Number of matters received by the Commission in 2023-2024 categorised by type*3

Type of matter Number received
Reports under section 13 of the Ageing and 4.806
Disability Commissioner Act 2019 ’
General enquiries3* 291
Abuse-related enquiries® 610
2.3 As previously noted, one of the Commission's key functions is to receive and

consider reports of alleged abuse, neglect and/or exploitation of an adult with
disability or an older person. Under section 13 of the Ageing and Disability

32 Ageing and Disability Commission, Annual Report 2023-2024, October 2024, p 13.

33 Annual Report 2023-2024, p 13.

34 'General enquiries' are defined by the Commission as contacts to the Ageing and Disability Abuse Helpline
('Helpline') that are not related to abuse, neglect or exploitation: see Ageing and Disability Commission, Annual
Report 2023-2024, p 13.

35 'Abuse-related enquiries' are defined by the Commission as contacts with the Commission that are related to
alleged abuse, neglect and exploitation but do not meet the criteria of a report under section 13 of the Ageing and
Disability Commissioner Act 2019: see Ageing and Disability Commission, Annual Report 2023-2024, p 13.
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Commissioner Act 2019 (the Act), a person can make a report to the Commission
about either:

« an adult with disability or an older adult if the person believes, on reasonable
grounds, that the adult is subject to, or at risk of, abuse, neglect or
exploitation, or

« circumstances that the person believes, on reasonable grounds, will result in
the abuse, neglect or exploitation of an adult with disability or an older
adult.3®

2.4 Over 4,800 reports were received under section 13 of the Act during the
reporting period. The Commission reported that this represented a 109 per cent
increase in the number of reports received during the 2019-2020 reporting
period, the period during which the Commission was established.”

2.5 The Committee agrees that, as reported by the Commission, the significant
increase in the number of reports received since 2019 reflects growing public
awareness of the Commission's work and of the broader issue of abuse, neglect
and exploitation of adults with disability and older people.3®

2.6 Consistent with past reporting periods, the majority of reports (around 77 per
cent) received under section 13 of the Act were about older people, including
older people with disability.3® The Committee notes census trends indicating that
Australia's populations of older people and people with disability are growing as a
result of our ageing population and the increasing awareness of disability.*° As
reported by the Commission, the Committee agrees that these demographic
trends will likely mean that the numbers of reports received will only continue to
increase.”

Responding to reports

2.7 Under section 13 of the Act, the Commission can respond to reports of alleged
abuse, neglect and exploitation in the following ways:

« decline to take action
« make a referral to another person or body
« make preliminary inquiries

« conduct an investigation

36 Ageing and Disability Commissioner Act 2019 s 13(1).
37 Annual Report 2023-2024, p 13.
38 Annual Report 2023-2024, p 25.
39 Annual Report 2023-2024, p 70.

40 Australian Bureau of Statistics, Disability, Ageing and Carers, Australia: Summary of Findings, 2022, last viewed 4
November 2025.

41 Annual Report 2023-2024, p 31.
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« provide relevant information to a relevant agency to enable or assist the
agency to taking action.*

The Commission's different approaches to handling matters it receives, including
reports under section 13 of the Act, are discussed below.

Early intervention and resolution by the Ageing and Disability Abuse Helpline

2.9

2.10

2.11

2.12

2.13

2.14

The Ageing and Disability Abuse Helpline (the Helpline) is the public's central
point of contact with the Commission.*® People can access the Helpline by phone
during opening hours on weekdays, by email, or through a webform enquiry on
the Commission's website.**

The Helpline generally responds to contacts by:
« providing information to adults about options for improving safety

linking adults to support services

« providing practical guidance and strategies
« coordinating early actions, as needed.*

The Helpline is intended to provide early intervention and resolve matters as
promptly as possible, from the initial point of contact. This early intervention and
resolution approach seeks to inform actions to be taken to reduce risks to adults
with disability and older people.*®

During the reporting period, the Helpline received 17,342 calls. This is a 24 per
cent increase from the previous reporting period.*” This aligns with a growing
awareness and understanding of the Commission's role and work.

The Commission also reported an increase in the use of the online web form. The
web form was the source of 20 per cent of all contacts with the Commission
during the reporting period. This is a substantial rise from the previous reporting
period, during which only 9 per cent of contacts came from the web form.*®

The Commission reported that the Helpline finalised over 3,625 reports received
during the reporting period, mainly by providing the caller with information,
assistance and support. This represented over 75 per cent of the reports that
were closed by the Commission during the reporting period.* Ms Kathryn
McKenzie, Director of Operations, observed that 'the vast majority of [reports]

42 Ageing and Disability Commissioner Act 2019 ss 13(5) and (7)-(8); Annual Report 2023-2024, p 14.

43 Annual Report 2023-2024, p 12.

44 Ageing and Disability Commission, Contact information, 10 April 2025, last viewed 6 November 2025.
45 Annual Report 2023-2024, p 17.

46 Annual Report 2023-2024, pp 4, 17.

47 Annual Report 2023-2024, p 12.

48 Annual Report 2023-2024, p 14.

4 Annual Report 2023-2024, pp 15-17.
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are dealt with solely by the helpline." Case closures will be discussed later in this
chapter.

Preliminary inquiries and community supports

2.15

2.16

2.17

2.18

Referrals

2.19

The Commission conduct preliminary inquiries if it determines that further work
is required in relation to a matter. These inquiries may involve engagement with
relevant agencies, the reporter, the relevant adult with disability or older person,
and any other parties, in order to assess the adult's safety and determine
appropriate actions that may be taken.>!

During the reporting period, 445 reports were closed after making preliminary
inquiries because the Commission determined:

e appropriate actions were already underway to address concerns
« there were no, or low risks for the adult

« the adult had decision-making capability and did not want the assistance or
involvement of the Commission.>?

The 'community supports' approach involves case coordination with the relevant
adult and other parties to identify risks and facilitate appropriate actions to
support and improve the adult's safety.>® This may involve actions by the
Commission to safeguard the adult, including where the adult may not consent to
an investigation, such as making applications to the NSW Civil and Administrative
Tribunal.>* The Committee notes that establishing community supports might
also prevent future potential abuse, neglect or exploitation of adults with
disability and older people.

The Commission reported that 220 reports were closed after a ‘community
supports' approach was taken.> Together with those reports resolved by the
Helpline or closed after preliminary inquiries, almost 90 per cent of all reports
under section 13 of the Act were resolved or closed shortly after receiving the
report.

The Commission can refer a report that could constitute a formal complaint to
the agency that would ordinarily consider those sorts of complaints.>® The
agencies include the Health Care Complaints Commission (the HCCC), the Aged
Care Quality and Safety Commission, the NDIS Quality and Safeguards

50 Ms Kathryn McKenzie, Director, Operations, Ageing and Disability Commission, Transcript of evidence, 15 August

2025, p 5.

51 Annual Report 2023-2024, p 17.

52 Annual Report 2023-2024, p 19.

53 Annual Report 2023-2024, p 18.

54 Ageing and Disability Commission, Submission to the Independent Review of the Ageing and Disability
Commissioner Act 2019, December 2022, p 4.

55 Annual Report 2023-2024, p 19.

56 Ageing and Disability Commissioner Act 2019 s 13(8).

10


https://www.parliament.nsw.gov.au/ladocs/transcripts/3580/Transcript%20-%2015%20August%202025%20-%20Committee%20on%20Ageing%20and%20Disability.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/ADC-Annual-Report_2023-2024_-_final.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/ADC-Annual-Report_2023-2024_-_final.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/ADC-Annual-Report_2023-2024_-_final.pdf
https://ageingdisabilitycommission.nsw.gov.au/content/dam/dcj/dcj-website/documents/about-us/engage-with-us/public-consultations/ageing-and-disability-commission-act-independent-review/Ageing-and-Disability-Commission.pdf
https://ageingdisabilitycommission.nsw.gov.au/content/dam/dcj/dcj-website/documents/about-us/engage-with-us/public-consultations/ageing-and-disability-commission-act-independent-review/Ageing-and-Disability-Commission.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/ADC-Annual-Report_2023-2024_-_final.pdf
https://legislation.nsw.gov.au/view/whole/html/inforce/current/act-2019-007#sec.13

2.20

2.21

Review of the 2023 - 2024 annual reports of the Ageing and Disability Commission

Reports relating to abuse, neglect and/or exploitation of adults with disability and older people

Commission and the Children's Guardian.>” The Committee notes that the Act is
clear that the Commission may still investigate a report it has referred, where
necessary, to protect the relevant adult from abuse, neglect or exploitation.®®

Additionally, the Commission is required to refer a report to NSW Police or the
Director of Public Prosecutions if it considers that the report may provide
evidence of a crime having been committed. However, the Act provides an
exception to this compulsory referral, where the Commission understands that
an adult with disability or older person does not want the report referred to the
police.*

The below table summarises the number of referrals that were made to these,
and other external agencies during the reporting period.

Table 2: The number of referrals made by the Commission to external agencies in 2023-2024%

2.22

2.23

Agency or body referred report Total
NSW Police 257
NDIS Quality and Safeguards Commission 109
Aged Care Quality and Safety Commission 69
HCCC 14
Other 204

The Commission reported an overall reduction in the number of referrals made
during the current reporting period compared with previous reporting periods.
We heard that the main two factors contributing to the reduction were:

« changes made by the Commission to the Helpline's phone line early in the
reporting period, which enable callers to be automatically redirected to a
complaints-handling agency if their matter is relevant to the agency's
functions.

« amendments to the Act in April 2024, resulting in the Commission no longer
being required to refer reports to complaints-handling agencies, instead
leaving the decision to refer, or not, at the Commission's discretion.5!

Of the 257 referrals made to NSW Police, Police made inquiries or investigated
179 of them at the time of reporting. The Committee notes that 91 of the

referrals inquired into or investigated resulted in no further action.®? We heard
that one reason for this might be that the relevant adult or other witnesses not
wanting to be involved with police investigations.5® Ms Cecilia Cox, Manager of

57 Annual Report 2023-2024, p 18.

58 Ageing and Disability Commissioner Act 2019 s 13(10).
59 Ageing and Disability Commissioner Act 2019 s 13(9)-(9A).

80 Annual Report 2023-2024, p 18.

61 Annual Report 2023-2024, p 18.

62 Annual Report 2023-2024, p 80.

63 Ms McKenzie, Transcript of evidence, 15 August 2025, p 12.
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Community Supports noted that the vast majority of reporters are not the adult
themselves.®*

The Commission told us that capability-building of police with respect to criminal
matters involving adults with disability and older people is an ongoing area of
work for the agency. Ms McKenzie said that there had been 'real improvements'
in policing, particularly around alleged criminal neglect and abuse of enduring
power of attorney since the Commission's establishment.®® The Committee will
monitor the outcomes of referrals made to NSW Police in the next reporting
period, so that it gets a clearer picture of the tangible results of the Commission's
capability-building work with NSW Police.

Investigations

2.25

2.26

2.27

Matters requiring further action after a preliminary inquiry has been conducted,
or those that are considered serious or higher risk after a risk and priority
assessment has been conducted, will usually be escalated to the Commission's
Community Supports and Investigations Unit for investigation.5®

84 investigations were commenced during the reporting period.®” The Committee
notes that the majority of investigations (70 per cent) were commenced without
the relevant adult's consent.® This is concerning to us as investigations, under
section 13 of the Act, that are conducted without the consent of the relevant
adult should only happen in exceptional circumstances.

While we recognise the importance of investigating reports to safeguarding
adults with disability and older people, we are concerned that investigations
without consent are being conducted in more than just 'exceptional
circumstances'. This highlights the problematic subjectivity of section 13(12) of
the Act. For this reason, we reiterate our recommendation that section 13 be
amended to establish a rebuttable presumption of capacity, and to provide
clearer guidance on when an adult should be considered incapable of giving
consent.

Report closures

2.28

The Commission closed over 4,600 reports during the reporting period, an
increase of 12 per cent from the previous reporting period. The below table
shows the ages of these reports when they were closed.

64 Ms Cecilia Cox, Manager, Community Supports, Ageing and Disability Commission, Transcript of evidence, 15
August 2025, p 13.

65 Ms McKenzie, Transcript of evidence, 15 August 2025, pp 12-13.
66 Annual Report 2023-2024, p 14; Ms McKenzie, Transcript of evidence, 15 August 2025, pp 4-5.

87 Annual Report 2023-2024, p 21.

68 Annual Report 2023-2024, p 21.
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Table 3: Reports received under section 13 of the Act and closed in 2023-2024, by age at closure®®

2.29

2.30

Number of days between initial

contact and when report closed 0-7 8-14 15-30 Over 30

Proportion of closed reports 55.771%  8.876%  12.588% 22.765%

Reports were open for longer during the reporting period, with 23 per cent taking
more than 30 days to close, compared with 18 per cent in the previous reporting
period. The Commission attributed this to:

« ahigher proportion of high risk and complex cases requiring further action
and direct involvement of the Commission

« higher staff workloads.”®

Despite this, more than half were closed within seven days of contact.” This
highlights the importance of the Commission's early intervention and resolution
approach. As noted earlier, around 90 per cent of all reports were closed by the
Helpline, after preliminary inquiries or through establishing community supports.
It is clear that early detection and intervention, as well as prevention, will
increasingly be key to the effectiveness of the Commission's critical safeguarding
role.

Emerging trends and issues

Increasing proportion of higher-risk and complex reports

231

2.32

Finding 2

In addition to the increasing number of reports to the Ageing and Disability
Commission of abuse, neglect and/or exploitation, another trend is the
increasing proportion of reports that are higher-risk or more complex.

The Commission highlighted the greater proportion of reports received that were
higher-risk and more complex.” Higher-risk reports may include allegations of
severe neglect, high-risk domestic and family violence such as attempted
strangulation, or current or imminent homelessness. Reports of this kind are
escalated and usually involve intensive work by the Commission's Community
Supports and Investigations Unit.”®> The Committee acknowledges that, in
addition to the increasing number of reports received under section 13 of the
Act, the Commission will also have to contend with an increasing number of
reports that are higher-risk or more complex.

Ms Cox informed the Committee that the increasing risk and complexity profile of
reports under section 13 reflect the very nuanced nature of abuse, neglect and

89 Annual Report 2023-2024, p 15.

70 Annual Report 2023-2024, p 15.

7t Annual Report 2023-2024, p 15.

72 Annual Report 2023-2024, pp 15, 25; Ms McKenzie, Transcript of evidence, 15 August 2025, p 10.

73 Annual Report 2023-2024, p 25.
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exploitation of adults with disability and older people. She highlighted that there
is a diverse range of the types of abuse reported, which also includes 'intentional
and unintentional abuse'. She also noted that complex reports often involve
'multigenerational circumstances of people who are really underserved in our
community.' This makes it more challenging for the Commission to coordinate
with other service providers or to get access to the relevant adult to ascertain
their wishes.”

2.33 The Commission noted that this trend may reflect increasing community
awareness and identification of potential abuse, neglect and exploitation.

2.34 The Committee is concerned that having to manage an increasing number of
higher-risk and complex reports will increase the Commission's workload and
impact on Commission staff's physical and mental health and wellbeing.” The
Commission's staffing and staff wellbeing is discussed in Chapter Five of this
report.

Enforcing outcomes following investigations

2.35 The Commission closed 77 investigations during the reporting period. For the
majority of investigations, a risk was identified and managed or removed.
However, the outcomes for 12 of these investigations was that a risk was
identified and still remained.”®

2.36 The Committee notes that, while the Commission is empowered to investigate
alleged abuse, neglect or exploitation, the Act does not provide for enforcement
powers following an investigation, unlike those of other comparable agencies in
NSW.”” Instead, the Commission can only:

« provide advice and recommendations to agencies and institutions about
ways to safeguard adults with disability and older people while an
investigation is ongoing

«  assist parties in reaching an agreement about actions that will be taken to
address a situation and uphold the rights of an adult with disability or an
older person

« refer areport to NSW Police with findings and information, after an
investigation has been conducted.”

2.37 The Commission's submission to the independent statutory review of the Act,
earlier mentioned, made a number of suggestions. This included amending the
Act to give the Commission powers to respond to reports using conciliation and
enforceable undertakings. However, this was not recommended by the final

74 Ms Cox, Transcript of evidence, 15 August 2025, p 10.

75 Annual Report 2023-2024, p 41; Ms McKenzie, Transcript of evidence, 15 August 2025, p 5.

76 Annual Report 2023-2024, p 16

77 Answers to supplementary questions, Ageing and Disability Commission, 3 September 2025, p 2.

78 Answers to supplementary guestions, Ageing and Disability Commission, p 2.
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report on the independent statutory review.” The Committee notes that
enforceable undertakings would strengthen compliance and implementation of
outcomes arising from the Commission's investigations. In light of this, we will
continue to monitor the effectiveness of the Commission's investigation powers
to consider whether additional enforcement powers are needed to strengthen
the Commission's investigation function.

Sources of reports

2.38

2.39

2.40

As discussed earlier, the majority of reports received by the Commission are
made by third parties and not by the relevant adult, themselves. The main
sources of reports during the reporting period were:

« forreports about older people, the adult's paid workers (31 per cent of
reporters)

« for reports about adults with disability, the adult's paid workers (59.8 per
cent of reporters).&

Because of this, Ms McKenzie told the Committee that most of the Commission's
contact in relation to reports is with paid staff members that supports adults with
disability and older people.!

The Committee is concerned that most reports are not made by the adult with
disability or older person that is the subject of the alleged abuse, neglect or
exploitation. This may reflect the challenges that adults with disability and older
people face in understanding the role of the Commission and accessing its
reporting channels and other services. The Committee considers that it is critical
that the views, wishes and consent of adults with disability and older people are
understood and considered by the Commission when managing reports. The
Committee will monitor the number of reports made by adults with disability and
older people in future reports of the Commission, in hopes that they will
progressively increase, reflecting an increasing awareness of the Commission and
its functions among the cohorts of people it functions to serve.

79 Ageing and Disability Commission, Submission to the Independent Review of the Ageing and Disability
Commissioner Act 2019, December 2022, p 4, viewed 13 November 2025; Statutory report, Independent Statutory

Review of the Ageing and Disability Commissioner Act 2019, Report of the Independent Statutory Review of the
Ageing and Disability Commissioner Act 2019, dated April 2023, 24 and 25 May 2023, p 7.

80 Annual Report 2023-2024, p 74.

81 Ms McKenzie, Transcript of evidence, 15 August 2025, p 4.
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Proportion of reports from Aboriginal and culturally and linguistically diverse (CALD)
communities

2.41

Finding 3

Aboriginal people and people from culturally and linguistically diverse (CALD)
backgrounds made up a small proportion of the people that were the subject of
a report of abuse, neglect and/or exploitation to the Ageing and Disability
Commission. This may indicate that Aboriginal and CALD communities in NSW
have less awareness or understanding of, and/or they have greater trouble
accessing, the Commission and its services.

Recommendation 2

That the NSW Government provide additional baseline funding for the Ageing
and Disability Commission to establish dedicated CALD and Aboriginal outreach
officers in strategically targeted locations across NSW, as well as other outreach
and engagement activities targeted to Aboriginal and CALD communities.

The Commission collects data on the Aboriginal and Torres Strait Islander (ATSI)
and culturally and linguistically diverse (CALD) status of adults who are the
subject of reports. The data for the reporting period regarding the relevant
adult's CALD status is detailed in the table below.

Table 4: Proportion of reports received under section 13 of the Act in 2023-24 where the relevant
adult identified as having a CALD background??

Proportion of reports

Total proportion of
An older person An adult with disability reporters
identified as having identified as having a identified as
a CALD background CALD background having a CALD
background

relating to:

Percentage of total reports 8.8% 4.9% 7.9%

2.42

2.43

The Commission reported that the proportion of all reports which were about an
adult from a CALD background slightly increased (by 0.7 per cent) from the
previous reporting period.®® However, the Committee notes past demographic
data which found that 28 per cent of people living in NSW were born overseas.
It would therefore appear that CALD communities are significantly
underrepresented in the reports received by the Commission.

Similarly, the data from this reporting period regarding the ATSI status of adult
who were the subject of a report is displayed in the table below.

82 Annual Report 2023-2024, p 72.

83 Annual Report 2023-2024, p 72.

84 NSW Government, GUIDE: What is CALD?, p 1, viewed 11 November 2025.
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Table 5: Proportion of reports received under section 13 of the Act in 2023-24 where the relevant
adult identified as ATSI®

An adult with Total proportion
disability of reporters
identified as ATSI identified as ATSI

An older person

Proportion of reports relating to: identified as ATSI

Percentage of total reports 3.4% 4.9% 3.7%

2.44 The Committee notes that the proportion of reports made by a person with
disability or older person who identifies as ATSI is broadly consistent with recent
census data on the ATSI population of NSW.8¢ However, it does not represent the
disproportionate rate of ATSI women who experience domestic and family
violence when compared to the broader population.®”

2.45 The Committee is concerned that these communities may be underrepresented
in reports because they have less awareness or understanding of, and/or they
have greater trouble accessing, the Commission and its services. While we
commend the Commission's work to increase its engagement with both CALD
and Aboriginal communities (which is discussed in more detail in Chapter Four),
this under-reporting may indicate that additional outreach strategies and
activities are needed to improve those communities' awareness and
understanding the Commission's important safeguarding role.

2.46 For this reason, the Committee has recommended that the Commission establish
dedicated CALD and Aboriginal outreach officers in strategically targeted
locations across NSW, as well as other outreach and engagement activities
targeted to Aboriginal and CALD communities. To facilitate these initiatives, we
have also recommended that the NSW Government provide additional baseline
funding to the Commission.

85 Annual Report 2023-2024, p 72.

86 Australian Bureau of Statistics, New South Wales: Aboriginal and Torres Strait Islander population summary, 1 July
2022, last viewed 7 November 2025.

87 Australian Institute of Health and Welfare, Family, domestic and sexual violence: Aboriginal and Torres Strait
Islander people, 30 July 2025, last viewed 7 November 2025.
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Chapter Three — The Official Community
Visitors scheme

Overview of the Official Community Visitors (OCV) scheme

3.1

3.2

3.3

34

As noted in Chapter One, the Ageing and Disability Commissioner Act 2019 (the
ADC Act) and the Children's Guardian Act 2019 (the Children's Guardian Act)
both provide for scope, functions and administration of the Official Community
Visitors (OCV) scheme,® but the Ageing and Disability Commission (the
Commission) manages the OCV scheme on behalf of both agencies.®

An Official Community Visitor (Visitor) is an independent officer who attends
'visitable services'. Visitable services include:

« accommodation services that provide full-time care for adults with disability,
older people, or children in care, such as residential out-of-home care
(OOHC) and supported disability accommodation

« assisted boarding houses.*®

A Visitor's role is to be an independent party focused on promoting the rights of
children, young people and people with disability in care. They obtain the views
and experiences of people living in care, they raise issues to service providers on
their behalf and, wherever possible, assist in the early resolution of those
issues.™!

Section 22 of the ADC Act and section 145 of the Children's Guardian Act set out
the functions of a Visitor. These include:

« entering and inspecting a 'visitable service', when appropriate

« considering any matters raised by a resident in care or people that have
genuine concern for their welfare, interests and conditions

« speaking alone with any resident (including children) or employee of the
service, and advising people in care about independent advocacy services

« facilitating early and speedy resolution of complaints or matters of concerns
affecting anyone using visitable services, and referring these matters to other
bodies, where appropriate

88 Ageing and Disability Commissioner Act 2019 Pt 4; Children's Guardian Act 2019 Pt 9.

89 Ageing and Disability Commission, Annual Report 2023-2024, October 2024, p 4; Answers to supplementary
questions, Ageing and Disability Commission, 3 September 2025, pp 4-5.

90 Ageing and Disability Commission, Official Community Visitors, viewed 30 October 2025; Ageing and Disability
Commissioner Act 2019 s 20; Children's Guardian Act 2019 s 143.

91 Ageing and Disability Commission, Official Community Visitors Fact sheet No 1, viewed 3 November 2025; Ageing
and Disability Commission, Official Community Visitors Annual Report 2023-2024, October 2024, p 6.
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« providing advice and information about the operation of the visitable service
to the Minister, the Ageing and Disability Commissioner (the Commissioner),
the Children's Guardian, or another relevant regulatory body.

Work of the OCV Scheme in 2023-2024

35 Overall the work of the OCV scheme increased during the reporting period.
Visitors conducted a total of 3,376 visits, which was a 28 per cent increase from
the previous reporting period.%

3.6 Most of these visits were to disability accommodation services (around 70 per
cent).?* Residential OOHC services were the next most visited services (around 28
per cent),”® and assisted boarding houses comprised around two per cent of the
services visited.%®

Raising issues

3.7 From the visits conducted during the reporting period, Visitors raised 7,053
issues. This was a 24 percent increase from the previous reporting period.?” The
Commission reported that the main issues raised by Visitors were about whether:

« residents were being supported in accessing appropriate health, medical and
treatment services

« residents' needs (e.g. health, medical, dental, optical, auditory, nutritional,
psychological and development) were being addressed by service providers

« residents had health and development needs assessed, recorded, monitored,
or reviewed, as required (or at least annually)

« residents were actively being encouraged and supported to be an active and
meaningful part of their communities

« there were appropriate furnishings, fittings, amenities and temperature
control in accommodation premises and these were being appropriately
maintained

« placement decisions were based on comprehensive assessments of the
individual's needs and the shared needs of the service's other residents.*®

92 Ageing and Disability Commissioner Act 2019 s 22; Children's Guardian Act 2019 s 145; Official Community Visitors
Annual Report 2023-2024, p 6.

93 Official Community Visitors Annual Report 2023-2024, p 11, 13.
94 Official Community Visitors Annual Report 2023-2024, p 25.
95 Official Community Visitors Annual Report 2023-2024, p 38.
% Official Community Visitors Annual Report 2023-2024, p 33.
97 Official Community Visitors Annual Report 2023-2024, p 21.
98 Official Community Visitors Annual Report 2023-2024, p 20.
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Resolving issues and referring matters

3.8 The Commission reported that Visitors prioritise local resolutions to issues they
raise, where it is appropriate. This involves notifying a service provider of the
issue and getting information on how the provider will resolve it.*

3.9 Table 6 below summarises the outcomes of those issues raised through the OCV
scheme, as at the end of the reporting period. Most issues raised by Visitors were
reported by the Commission as being ongoing or resolved.®

Table 6: Outcomes of issues raised through the OCV scheme for 2023-24, by visitable service

categories
Percentage of issues raised which Resolved Ongoing | Could not be Outcome
were: (%) (%) resolved (%) @ unknown (%)
Disability accommodation services®! 41 49 8 2
Residential OOHC? 40 50 9 1
Assisted boarding houses'® 6 73 21 0
3.10 Visitors can refer an issue to other bodies like the Commission or the NDIS
Quality and Safeguard Commission for further action. They may, for example,
refer issues that:
« cannot be monitored and resolved at a local level with the relevant service
provider
« are significant, urgent and/or systemic (and may result in inquiry or action by
the external agency).2%
3.11 The OCV scheme made 78 referrals during the reporting period. This was a 90

percent increase from the previous reporting period. Of the referrals made by

Visitors, it was reported that:

« over 40 per cent were to the NDIS Quality and Safeguards Commission

« around 20 per cent were to the NSW Ombudsman

« around 10 per cent were to the Office of the Children's Guardian

« the remaining 25 per cent were to other bodies, including the Commission's
Ageing and Disability Abuse Helpline and the NSW Trustee and Guardian.®

99 Official Community Visitors Annual Report 2023-2024, p 21.
100 Official Community Visitors Annual Report 2023-2024, pp 25, 33, 38.
101 Official Community Visitors Annual Report 2023-2024, p 25.
102 official Community Visitors Annual Report 2023-2024, p 38.
103 Official Community Visitors Annual Report 2023-2024, p 33.
104 Official Community Visitors Annual Report 2023-2024, p 21.
105 Official Community Visitors Annual Report 2023-2024, p 21.
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The Commission credited the increase in referrals to a number of factors,
including repeated training for Visitors on escalating matters. The Commission
also reported that the introduction of 'one-off' visits may have contributed to the
increase in referrals.1% Visitor training and the conducting of one-off visits is
discussed further below.

Systemic Issues Project

3.13

3.14

3.15

3.16

The OCV Systemic Issues Project (the Project) continued during the current
reporting period after it was first run during the previous reporting period. The
Project involves Visitors focusing and reporting on three selected systemic issues
during visits throughout the period. The Project aims to highlight and address
longstanding issues that impact people in residential services in NSW.’

The Committee is pleased that the Project continued during the reporting period
because it is a valuable source of information on systemic issues in residential
care services. We hope that the Project identifies improvements to the
residential care sector and enhances the services provided to people living in
residential care.

Visitors chose the following systemic issues to focus on during the current
reporting period:

« compatibility (which was carried over from the previous reporting period)
« preventative health
« educational and vocational training.'%

The table below sets out how many instances of each systemic issue were
identified by Visitors during the reporting period. As noted above, disability
accommodation services have had more issues raised in relation to them, likely,
because around 70 per cent of all visited services were disability accommodation
services.

Table 7: Number of systemic issues identified by Visitors for 2023-24, by visitable service categories

Number of systemic issues relating to: = Compatibility Prel\:z:It:: ve V(I:g:t(i:zﬁzln :rla?:i:g
Disability accommodation services® 277 347 44
Assisted boarding houses!® 4 15 0
Residential OOHC!!! 109 71 159

106 Official Community Visitors Annual Report 2023-2024, p 21.

107 Official Community Visitors Annual Report 2022-2023, p 13.

108 Official Community Visitors Annual Report 2023-2024, pp 27-31.

109 Official Community Visitors Annual Report 2023-2024, pp 27-29, 31.

110 Official Community Visitors Annual Report 2023-2024, pp 35-36.

111 Official Community Visitors Annual Report 2023-2024, pp 40-41, 43.
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Compatibility issues relate to the suitability of a service for an individual and the
impacts this can have on residents. Visitors reported that some services had
positive practices to avoid compatibility issues, such as placement assessments
and 'meet and greets'. However, they also found that actions in response to
compatibility issues 'were typically reactive, with little impact'.**?

The systemic issue of preventative health care relates to the promotion and
maintenance of good health and the provision of support to access health
screenings to prevent illness and detect diseases early.!'® The Project identified
issues across the visitable services sector, relating to gaps in access, and either
delays or failures to implement actions to support good health and reduce
preventable risks.!

Education and vocational training was the final systemic issue focused on by
Visitors during the reporting period. This concerns access to education and
training options, and support services for people living in residential care.!®® The
Commission reported that a lack of access to training and education options
could result in detrimental physical and mental health impacts on residents,
including young people. Visitors also raised concerns that it was not always clear
whether action was taken to address issues that were identified during visits.®

The Commission's report on the OCV scheme has listed both the positive
practices and areas for improvement to address systemic issues of visited service
providers. However, the Committee notes that the report does not include
recommendations for administrative or legislative change, which the Commission
can make under section 25(4)(a) of the ADC Act.

Operation and administration of the OCV Scheme

3.21

As mentioned above, the Commission is responsible for overseeing and
coordinating the OCV scheme under both the ADC Act and the Children's
Guardian Act. The Commission carries out a number of other operational and
administrative functions as part of this role.!” This includes providing support for
Visitors as well as managing the scheme by, for example,:

o determining the prioritisation of visits
« carrying out inductions, training and professional development for Visitors

o promoting the OCV scheme.®

112 Official Community Visitors Annual Report 2023-2024, pp 27-28, 35, 40; Ms Kathryn McKenzie, Director,

Operations, Ageing and Disability Commission, Transcript of evidence, 15 August 2025, p 9.
113 Official Community Visitors Annual Report 2023-2024, pp 29, 35, 41.

114 Official Community Visitors Annual Report 2023-2024, pp 29-30, 36, 42.

115 Official Community Visitors Annual Report 2023-2024, pp 31, 43.

116 Official Community Visitors Annual Report 2023-2024, pp 31, 44.

117 Official Community Visitors Annual Report 2023-2024, p 45.

118 Official Community Visitors Annual Report 2023-2024, p 45.
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During the reporting period, the Commission held discussions with other agencies
to facilitate information-sharing arrangements, attended bi-monthly meetings
with community visitor schemes from other states and territories, and recruited
more Visitors across NSW. It also conducted two major projects:

e anupgrade to the online data system used by Visitors
« aninternal audit of the scheme that was conducted by KPMG. 1*°

The internal audit of the OCV scheme by KPMG (the KPMG Audit) is discussed in
more detail below.

Emerging trends and issues

3.24

3.25

3.26

3.27

Recommendation 3

That the Ageing and Disability Commission provide the Committee with a copy
of the report of the internal audit of the Official Community Visitors scheme
that was conducted by KPMG and any relevant action plan to implement the
recommendations from the audit.

There were over 3,300 visitable services accommodating over 11,000 residents
during the reporting period. Of these visitable services, a little over half (55 per
cent) were assigned a Visitor.'?°

The Commission reported that the number of visitable services in NSW has more
than doubled over the past decade. It also reported that the number of visitable
services has grown by seven per cent each year on average. However, there has
been a much higher increase over the last two years, with the number growing by
19 per cent annually.*®

This growth in the number of services may be due, in large part, to the
establishment of the NDIS, resulting in an increase in disability accommodation
services. In addition, recent legislative amendments to implement
recommendations from the statutory review of the ADC Act has required NDIS
service providers to notify the Commission of their visitable services. This has
meant that existing and new service locations have been captured more
accurately.'?

It is clear that the OCV scheme has grown over time as the number of visitable
services has significantly expanded. The Commission reported that continuing
increases in the number of visitable services posed substantial challenges for the
scheme.'?® Ms Kathryn McKenzie, Director of Operations, told us that the
proportion of visitable services that have been allocated a Visitor (the allocation

119 Official Community Visitors Annual Report 2023-2024, pp 45-46; Ms McKenzie, Transcript of evidence, 15 August
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rate) 'has been declining for a number of years' due to the growth in new
services. 1%

3.28 Despite six new Visitors commencing during the previous reporting period, the
Commission reported that more than seven Visitors were not able to continue
visiting during the current reporting period, for a range of reasons (including
resignation). However, the Committee is pleased to note that fourteen Visitors
will commence during the next reporting period following a successful
recruitment campaign conducted by the Commission.'®

3.29 The Commission reported that a recent boost in baseline funding will be critical
to meet the increased demand on the Scheme. However, it recognised that
additional strategies were also necessary to prevent the allocation rate declining
further.?

3.30 Ms McKenzie informed us that the KPMG Audit was conducted to assess the
operations, governance and day-to-day management of the OCV scheme.*?” The
audit recommended seven areas that the Commission should focus on. The
Committee heard that the Commission had developed an action plan to
implement the recommendations from the Audit report.'?8

3.31 One actioned recommendation from the KPMG Audit was for the Commission to
review the OCV scheme's decision-making processes and determination of
service allocations and prioritisations.'?® As recommended by the Audit, the
Commission has since revised its allocation and prioritisation policy to be a 'risk-
based approach'. The new approach takes the following into consideration when
prioritising services for allocation to a Visitor:

« past experiences with a service provider, including whether it has been
visited in the last two years

« any recent serious issues that have been raised, but not yet resolved with the
service provider

o any known risk factors for current residents at the service.*

3.32 The Committee is hopeful that the risk-based approach will help ensure that
serious issues are caught by the OCV scheme as demand for visits continue to
grow. However, we note that both the KPMG Audit report and the Commission's
action plan to implement the Audit recommendations are not publicly available.
In order to monitor its progress in implementing the Audit's recommendations,

124 Ms McKenzie, Transcript of evidence, 15 August 2025, p 8.
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2025, p 8.

129 Ms McKenzie, Transcript of evidence, 15 August 2025, p 8.
130 Official Community Visitors Annual Report 2023-2024, p 13.

24


https://www.parliament.nsw.gov.au/ladocs/transcripts/3580/Transcript%20-%2015%20August%202025%20-%20Committee%20on%20Ageing%20and%20Disability.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/OCV-Annual-Report_2023-2024_-_final.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/OCV-Annual-Report_2023-2024_-_final.pdf
https://www.parliament.nsw.gov.au/ladocs/transcripts/3580/Transcript%20-%2015%20August%202025%20-%20Committee%20on%20Ageing%20and%20Disability.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/OCV-Annual-Report_2023-2024_-_final.pdf
https://www.parliament.nsw.gov.au/ladocs/transcripts/3580/Transcript%20-%2015%20August%202025%20-%20Committee%20on%20Ageing%20and%20Disability.pdf
https://www.parliament.nsw.gov.au/ladocs/transcripts/3580/Transcript%20-%2015%20August%202025%20-%20Committee%20on%20Ageing%20and%20Disability.pdf
https://ageingdisabilitycommission.nsw.gov.au/documents/reports-and-submissions/adc-annual-reports/OCV-Annual-Report_2023-2024_-_final.pdf

Review of the 2023 - 2024 annual reports of the Ageing and Disability Commission

The Official Community Visitors scheme

the Committee recommends that the Commission provide us with a copy of the
Audit report and any relevant action plan.

3.33 Another strategy implemented by the Commission has been the trialling of one-
off visits under the OCV Scheme. Previously, services were visited at least twice
under the Scheme. However, the Commission reported that one-off visits would
be an established part of the scheme, going forward.**! Ms McKenzie explained
that the Commission's rationale for incorporating one-off visits into the OCV
Scheme, was that 'it's better to have a visit than no visit.''*?

3.34 As part of trialling one-off visits, the Commission told us that they are
encouraging Visitors to make more referrals to external agencies since they will
not be revisiting the service to monitor the resolution of an issue.'** As noted
earlier, this may account for the increase in matters referred by Visitors during
the current reporting period.

3.35 Despite this increase, Ms McKenzie observed that there are more matters 'that
would warrant referral on'. She described the work done by the Commission to
train and support Visitors to identify matters that should be referred more
immediately, and to support the agencies that receive referrals through the OCV
Scheme to develop resources that will provide appropriate and consistent
guidance on referral decisions.*®*

3.36 As noted above, the OCV scheme encourages Visitors to prioritise resolving
matters at a local level, rather than referring matters onto external agencies. This
may contribute to Visitors' reluctance to refer matters that may be better
handled by complaints-handling agencies and oversight bodies. The Committee is
hopeful that the training and cross-agency collaboration instigated by the
Commission will address some of this reluctance in the next reporting period.

131 Official Community Visitors Annual Report 2023-2024, p 13.
132 Ms McKenzie, Transcript of evidence, 15 August 2025, pp 8-9.
133 Official Community Visitors Annual Report 2023-2024, p 21.
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Chapter Four — Research, education,
engagement and other work on systemic issues
relevant to adults with disability and older
people

Research, development and advocacy on systemic issues

4.1

4.2

4.3

Recommendation 4

That the Ageing and Disability Commission publish the report, entitled 'Neglect
among adults with disability and older people in New South Wales', that was
prepared by the University of New South Wales in partnership with the
Commission, on its own website as soon as practical.

The Ageing and Disability Commission (the Commission) highlighted some of its
research and advocacy work during the reporting period on a range of systemic
issues relevant to abuse, neglect and exploitation of adults with disability and
older people. This included:

« follow up action and training on past research and advocacy work on
housing

« providing advice to Government and collaborating with other agencies and
service providers on issues like coercive control, improving responses to
incidents, and addressing gaps to inclusive emergency and disaster
management

« making a submission to the national consultation on enduring powers of
attorney laws across Australia.!®

Of particular note to the Committee is the research and development work
reported by the Commission. It highlighted three key research projects
commenced either by the Commission or a research partner the reporting period.
These projects examine:

« factors contributing to the neglect of adults with disability an older people
« criminal risk behaviour among people living with dementia
« access to preventative health care for people with intellectual disability.!3®

All three were ongoing at the time of reporting, and the Committee notes that
the projects on neglect and preventative health are multi-year research projects.
The Commission reported that its research on neglect is a two-year project

135 Ageing and Disability Commission, Annual Report 2023-2024, October 2024, pp 26-27.
136 Annual Report 2023-2024, p 28.
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4.4

4.5

4.6

4.7

4.8

and older people

funded by the Department of Communities and Justice (DCJ), which aims to
identify:

« gaps and areas for work in NSW to better prevent and respond to neglect
of adults with disability and older people

« how to better inform public discourse and strategies that address neglect

« areas, agencies and groups that should be targeted for education,
engagement and awareness about the issue of neglect.!%’

The Commission reported that comprehensive data collection had been
completed for this project. At the time of reporting, the Commission was in the
process of procuring a research body to conduct a literature review and analysis
of the data and produce a report of its findings.1*® Ms Kathryn McKenzie, Director
of Operations, advised the Committee that the University of New South Wales
(UNSW) had been engaged to conduct the analysis and reporting.t*®

The Committee notes that external universities are leading the research and
reporting for all three projects. During the hearing, the Commissioner, Mr Jeff
Smith, reflected that these partnerships and collaborations 'have been really rich

exercises' and were undertaken 'intentionally'.14

Ms McKenzie told us that the Commission does as much internal research and
data analysis as it can to take advantage of its access to 'data that is rich,
certainly, in some areas' and 'pretty unique'. However, she emphasised that 'As a

small agency, there's only so much that we can do ourselves'.**!

We heard that the Commission had to be an 'opportunistic’' agency due to
resourcing constraints. Ms McKenzie reflected on the importance of relying on
external expertise, given the limited resources available:

It has very much been a resourcing question and taking advantage of where there's
external expertise that can further what we're doing. One of our key functions is to
inquire into and report on systemic issues. We've done that primarily, at the
moment, via taking advantage of where there are inquiries into particular issues that
we can feed into as part of that, but we have not yet done that piece of conducting
an inquiry and reporting on those matters, purely for resourcing purposes.#?

The Committee recognises the importance of the Commission's function to
investigate systemic issues affecting the rights of adults with disability and older
people. For this reason, we look forward to seeing the outcomes of the
Commission's work on systemic issues currently in progress, including the

137 Annual Report 2023-2024, p 28.
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4.9

4.10

4.11

and older people

impacts of recent enhancements to better capture data on matters involving
coercive control,*® and its examination of the adequacy of NSW laws regarding
abuse, neglect and exploitation of adults with disability and older people.*

During the hearing, the Commission advised that the final draft of the UNSW
report of its project on neglect had been submitted to the Commission. We also
heard that the final report was expected to be published 'as soon as possible' and
that the project itself was 'due to be completed at the end of November
[2025]'.145

We note that a report by UNSW, entitled 'Neglect among adults with disability
and older people in New South Wales', is publicly available via the University's
research library.!*® However, as at the time of writing, the report has not been
published or promoted by the Commission via its own channels (e.g. the
Commission's website).

This research is intended to capture and communicate important information
about factors that may lead to neglect of adults with disability and older people.
The Committee considers that the information will likely be valuable in informing
strategies and actions undertaken by key service providers and agencies to
address the issue. For this reason, the Committee considers that it is important
that the Commission publish the report on its website as a key point of
information for adults with disability and older people, the broader public, and
other bodies. We therefore recommend that the Commission publish the report
that was prepared by UNSW on its own website as soon as practical.

Capability-building, training and awareness-raising initiatives

4.12

4.13

The Commission also highlighted a number of engagement, training and
education activities that it carried out during the reporting period. This included a
number of strategic communication campaigns as well as formal engagement
with key stakeholder groups, such as retirement village operators and local
councils, to raise awareness about abuse, neglect and exploitation of older
people and adults with disability.'*’

From the previous reporting period, the Commission reported a 28 per cent
increase in the number of training activities, speaking engagements and
community forums that it participated in.}*® The Committee commends these
initiatives, which, it notes, are intended to increase awareness among key
stakeholder groups and the broader community of how they can detect and
prevent potential abuse, neglect or exploitation of adults with disability and older
people. However, the Commissioner cautioned that an increasing demand on the

143 Ms McKenzie, Transcript of evidence, 15 August 2025, p 3.
144 Answers to questions on notice, Ageing and Disability Commission, 3 September 2025, p 2.
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146 M Blaxland, C Thomson, T Broady and | Katz, Neglect among Adults with Disability and Older People in New South
Wales, August 2025.
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Commission's resources will limit its capacity to 'base [its] work program on early
intervention and prevention.'*

4.14 The Committee agrees that current resource constraints may have the
unintended consequence of limiting the Commission's capacity to support early
intervention and prevention of abuse, neglect, or exploitation. We are also
concerned that the increasing demands on the Commission to deal with reports
of abuse, neglect or exploitation could divert resources away from its important
prevention and awareness initiatives. This may create a vicious cycle, since
prevention is critical to the long-term reduction of incidences of abuse, neglect
and exploitation, and therefore to the number of reports of these incidences
being made to the Commission.

Engagement with Aboriginal and culturally and linguistically diverse
(CALD) communities in NSW

4.15 As noted earlier in Chapter Two, Aboriginal people and people from culturally
and linguistically diverse (CALD) backgrounds made up a small proportion of the
subjects of reports to the Commission. This would suggest that Aboriginal and
CALD communities may be less aware of the Commission and have less access to
its services.

4.16 The Committee is therefore particularly interested in the Commission's initiatives
to better engage with Aboriginal and CALD communities. The key engagement
initiatives reported by the Commission is discussed below.

Establishment of the Multicultural Working Group

Finding 4

The Ageing and Disability Commission's establishment of Multicultural Working
Groups has led to meaningful strategic initiatives to enhance engagement with
culturally and linguistically diverse (CALD) communities.

4.17 A Multicultural Working Group (the Working Group) was established by the
Commission during the reporting period to progress its work within CALD
communities. The Working Group's role is to steer 'a range of strategic projects'
aimed at:

« raising awareness of abuse, neglect and exploitation in CALD communities

o capability-building of frontline support workers for adults with disability
and older people from CALD communities

« strengthening collaboration across government and non-government
bodies.™°

4.18 The establishment of the Working Group was informed by advice from the Ageing
and Disability Advisory Board (the Advisory Board). Members from a number of

149 Commissioner Smith, Transcript of evidence, 15 August 2025, p 2.
150 Annual Report 2023-2024, p 10.
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4.20

4.21

4.22
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multicultural advocacy organisations, such as Settlement Services International
and Ethnic Communities Council NSW, as well as agencies like Multicultural NSW
and the Department of Community and Justice's Multicultural Policy and
Engagement Unit, make up the Working Group.'®!

The Commission reported that the Working Group has helped the Commission to
identify 'opportunities for community engagement and events, and improved
training'. The Commission highlighted the translation of its 'My Wellbeing
Checklist' into other languages commonly spoken in NSW as a key initiative
coming out of the Working Group.>?

Ms Anna Gauci, Manager of Communications and Engagement, told us that the
Commission was also able to utilise the existing stakeholder networks of the
Working Group's members to distribute the translated checklist.'>® She described
the Working Group as being 'really important' for informing the Commission
about 'the best way for us to connect with groups, especially since they are a
lower reporting area in terms of the reports that the [Commission] receives.'?>

The Committee heard that the Commission's next step in improving its
multicultural engagement was to understand how it can best engage with
intermediaries, who are the community organisations and service providers that
work with CALD communities. Ms Gauci said that these intermediaries are
critical, both as the main source of reports and as trusted people that work with
older people and adults with disability. Once this next step has been progressed,
she advised that the Commission will then look toward working with faith and
religious leaders, as well as directly with CALD communities themselves, to
expand its outreach and engagement activities with this important cohort.'>

The Committee agrees that the establishment of the Working Group has led to
increased engagement with CALD communities, as demonstrated by the initiative
to translate the 'My Wellbeing Checklist' into other languages. We believe that
the Working Group will continue to lead to more meaningful strategic initiatives
to improve CALD engagement with the Commission and look forward to hearing
about the tangible outcomes of this work in future reports of the Commission.
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Aboriginal engagement

4.23

4.24

4.25

4.26

4.27

Recommendation 5

That the Ageing and Disability Commission consider establishing Aboriginal
Working Groups to advise it on enhancing outreach and engagement with
Aboriginal communities and, if needed, that the NSW Government provide
additional funding to support the establishment and operation of the Working
Groups.

Two key initiatives were carried out during the reporting period to extend the
Commission's reach in Aboriginal communities:

« running targeted yarning circle community engagement programs in
north-west NSW to connect with communities and provide culturally
relevant information in Ngiyampaa, Barranbinya, Paruntji, Naualko and
Muruwari Country.

« holding engagement activities in partnership with relevant non-profit
service providers in Ngiyampaa, Yuwaalaraay, Murrawarri, Wailwan, and
Gomeroi Country.1*®

During the hearing, Ms Gauci noted that the yarning circles program was built off
existing Commission resources, those being a yarning booklet and an elder
wellbeing checklist.r>

The Committee was also interested to hear about the Commission's Aboriginal
outreach worker who has been based in Dubbo since 2021. Ms Gauci described
the Aboriginal outreach worker as being important to improving community
understanding of the Commission's role and building trust with the community
and service providers.'>® We note that this role was not reported on in the
Commission's 2023-24 annual report and hope that future reports will address
the Aboriginal outreach worker's activities to enhance engagement and build
meaningful networks with Aboriginal communities.

The Commission plans to extend Aboriginal engagement with both regional, rural
and remote communities, as well as metropolitan communities, like those in
Western Sydney. Ms Gauci noted that this next stage will be informed by the
Commission's data.’™

The Committee supports the Commission's objective of increasing engagement
with Aboriginal communities and hopes these initiatives will meaningfully extend
the agency's reach. We also recognise the importance of ensuring that any
activities to strengthen Aboriginal engagement are culturally safe and
appropriate.
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To these ends, the Commission may benefit from consultation by working groups,
similar to the Multicultural Working Group, that comprise key Aboriginal
advocacy groups and agencies. Consequently, the Committee has recommended
that the Commission consider establishing Aboriginal Working Groups to advise it
on enhancing outreach and engagement with Aboriginal communities and, if
needed, that the Government provide additional funding to support these
groups' establishment and operation.
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Chapter Five — Operations, performance and
structure

Budget and funding
Finding 5

The most significant challenge to the Ageing and Disability Commission's
capacity to effectively carry out its statutory functions are the limited resources
available to it.

5.1 As the number of reports the Ageing and Disability Commission (the Commission)
receives continues to increase, it drew the Committee's attention to the
corresponding increase in staff workloads. The growing proportion of reports
involving higher-risk or greater complexity, as discussed in Chapter Two in this
report, adds to the substantial challenges faced by Commission staff in
undertaking their important work.®°

5.2 The Commission highlighted its current budget and resourcing pressures, which
has had an impact on its capacity to comprehensively carry out its statutory
responsibilities.’®! Ms McKenzie told the Committee that there are reports that
the Commission is unable to investigate due to limited resources.'®? The
Commissioner also acknowledged that the increasing work demands will be
challenging for the agency and may limit its work on early intervention and
prevention.®3

5.3 The Committee's attention was also drawn to the agency's baseline budget
concerns. The Commission highlighted that, since it was established, it has not
received any ongoing budgetary supplementation to meet the growth in demand
of its services. The Commission reported being 'heavily reliant' on one-off grants
from the Department of Communities and Justice to cover budget shortfalls. The
Commission described their forward budget position as being 'unsustainable’,
which 'will continue to adversely affect the [agency's] achievement'.164

5.4 After unsuccessful bids for a budget increase, the Committee was encouraged to
hear that the Commission had received an increase to their baseline budget for
the next reporting period.’®> However, we believe that the limited resources
available to the Commission will remain the most significant challenge to the

160 Ageing and Disability Commission, Annual Report 2023-2024, October 2024, p 25.
161 Annual Report 2023-2024, p 31.

162 Ms Kathryn McKenzie, Director, Operations, Ageing and Disability Commission, Transcript of evidence, 15 August
2025, p 8.

163 Commissioner Jeff Smith, Commissioner, Ageing and Disability Commission, Transcript of evidence, 15 August
2025, p 2.

164 Annual Report 2023-2024, p 31.

165 Commissioner Smith, Transcript of evidence, 15 August 2025, p 2; Government, NSW Budget 2025-2026,
Overview: Our plan for New South Wales, section 1.8 Caring for communities, 2025, last viewed 4 November 2025.
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agency's capacity to effectively carry out its statutory functions. The adequacy of
the Commission's operating budget is something the Committee will monitor in
future reviews.

Organisational structure and staffing

The Commission

Staffing and organisational structure

5.5

5.6

5.7

Finding 6

The Ageing and Disability Commission is staffed by a small number of
employees. Given the Commission's broad range of functions, including policy,
prevention and investigation work, the Commission may require more staff in
order to effectively carry out its statutory functions.

Finding 7

As a result of existing resource constraints, the Ageing and Disability
Commission will need to continue to identify and implement efficiency
strategies to manage the increasing work demands on the existing number of
staff.

During the reporting period, the Commission had 42 employees, which included
ongoing and temporary staff as well as contractors.'®® During the public hearing,
the Commissioner advised the Committee that there are 35 full-time equivalent
staff.'®” The organisational structure of the Commission is relatively flat, with only
two senior executives within the agency, those being the Commissioner and the
Director, Operations.!®®

The Committee heard that eight employees staffed the Ageing and Disability
Abuse Helpline (the Helpline) during the reporting period.®® As highlighted in
Chapter Two, the Helpline received 17,342 calls, which was a 24 per cent increase
from the previous reporting period. It is clear that Helpline staff are managing a
large workload as the first point of contact for callers and the main source of
reporters' contacts with the Commission.

During the reporting period, the Commission had two dedicated staff that
managed and triaged reports for escalation to the Community Supports and
Investigations Unit. This unit also has ten staff that manage reports and
undertake home visits and investigations. Ms Kathryn McKenzie, Director of
Operations, acknowledged that 'there are some challenges' having only ten staff
who cover the whole state.’”°

166 Annual Report 2023-2024, p 37.

167 Commissioner Smith, Transcript of evidence, 15 August 2025, p 7; Annual Report 2023-2024, p 43.
168 Annual Report 2023-2024, pp 6, 40.

169 Annual Report 2023-2024, p 15.

170 Ms McKenzie, Transcript of evidence, 15 August 2025, p 5.
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5.8 This is coupled with the increasing demand for the Commission's services and the
growing proportion of higher-risk and complex reports being received (as
discussed in Chapter Two), which is impacting Commission staff's capacity to
provide 'a timely and adequate service.''’?

5.9 As discussed earlier in this report, the Commission has a broad range of statutory
functions that spans policy, prevention, and investigation of abuse, neglect and
exploitation of adults with disability and older people. Noting the Commission's
small staff numbers, the Committee considers that the agency may require
increased funding to bolster its staffing in order to effectively carry out its
statutory functions.

5.10 During the reporting period the Commission implemented a number of strategies
to enable it to carry out its functions under its current staff and resourcing
constraints. These included:

« adapting the Helpline's intake model to redirect more calls to appropriate
external complaints-handling agencies'’?

« lifting the threshold for escalating reports to the Community Supports and
Investigations Unit!’3

« focusing on capability-building of service providers to assist them in
preventing and responding to abuse, neglect and exploitation of adults with
disability and older people!’

« developing targeted webinars to reach and educate larger audiences while
making the best use of the limited resources available.'’®

5.11 The Committee commends the Commission for creating efficiencies in its
processes and hopes that these efforts will enable it to continue to carry out its
statutory functions and prevent unmanageable workload pressures on staff.
However, as we have heard, there will likely be a continued increase in demand
for the Commission's services, and it will have to manage an increasing
proportion of reports that are higher-risk or more complex. For these reasons,
the Committee will closely monitor whether the efficiencies are sufficient in
themselves to enable the Commission to carry out its statutory functions in the
face of increasing work demands, and we will pay particular attention to the
impact this may have on Commission staff.

Workforce diversity

5.12 The Committee heard about the 'ongoing challenge' of having workforce diversity
across a small staffing cohort.'’® The Commission reported that its workforce

171 Annual Report 2023-2024, p 25.

172 Annual Report 2023-2024, p 18; Answers to supplementary guestions, Ageing and Disability Commission, 3
September 2025, p 2.

173 Answers to supplementary questions, Ageing and Disability Commission, p 2.

174 Answers to supplementary guestions, Ageing and Disability Commission, pp 2, 4.

175 Answers to supplementary guestions, Ageing and Disability Commission, p 2.

176 Ms Kathryn McKenzie, Transcript of evidence, 15 August 2025, p 7.
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diversity was 'at above-benchmark levels' during the reporting period.'’”” The
below table illustrates how representation of diversity groups within the
Commission's staffing has increased since 2022.

Table 8: Trends in the Commission's workforce diversity from 2022 to 202478

5.13

5.14

Workforce diversity group 2022 2023 2024
Women 70.0%  76.7% 77.1%
Aboriginal or Torres Strait Islander people 3.3% 3.9% 3.5%
People whose first language was not English 6.7% 15.4% 35.5%
People with disability 3.3% 18.3% 18.2%

People with disability requiring work-related adjustment 0.0% 7.6% 7.4%

Ms McKenzie told the Committee that the Commission is conscious about
employing 'lived experience staff'.’® This is reflected in the reported increased
number of staff with disability, from 3.3 per cent in 2022 to 18.2 per cent in
2024.%% The Committee notes that the Commission's lived experience staff
extends to the Commissioner, who explained to us that he, himself, is an adult
with disability.!8!

The Committee commends the positive trends in workforce diversity reported by
the Commission. We will monitor these trends, particularly relating to staff with
lived experience, and hope to see the Commission's staffing continue to reflect
the diversity of NSW's population, including increased representation from
Aboriginal people and older people.

The Official Community Visitors (OCV) Scheme

5.15

Finding 8

By agreement, the Ageing and Disability Commission has taken over
operational responsibility for management of the Official Community Visitors
scheme, which statutorily falls on both the Commission and the Children's
Guardian. While this allows for more efficient and consistent oversight of the
scheme, it also places an increased burden on the Commission, as current
funding of the scheme is insufficient to cover both the core work relating to
visitable services and the administration of the scheme.

As discussed in Chapter Three of this report, the Official Community Visitors
(OCV) scheme is established by both the Ageing and Disability Commissioner Act
2019 (the ADC Act) and the Children's Guardian Act 2019 (the Children's
Guardian Act), but the Commission has the sole operational oversight of the
scheme. This arrangement is set out under a memorandum of understanding

177 Annual Report 2023-2024, p 42.

178 Annual Report 2023-2024, p 42.

179 Ms McKenzie, Transcript of evidence, 15 August 2025, p 7.
180 Annual Report 2023-2024, p 42.

181 Commissioner Smith, Transcript of evidence, 15 August 2025, p 2.
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between the Commission and the Children's Guardian, which has delegated its
functions with respect to the scheme to the Commission.8

The Committee notes that the OCV scheme, under both Acts, has a broad reach
given the growing number of 'visitable services', as discussed earlier in this
report. The Commission told us that there were 35 appointed Visitors to cover
almost 4,000 visitable service locations.'®3

The OCV scheme is funded as part of the Commission's budget allocation. Visitors
are paid on a fee-for-service basis and are not considered employees under the
Government Sector Employment Act 2013.1% Despite, as noted earlier in Chapter
Three, 14 new Visitors commencing at the end of 2024, Ms McKenzie
acknowledged that the Commission's existing budget does not allow for a Visitor
to be allocated to every visitable service.'®

The Commission reported an almost 34 percent increase in the OCV scheme's
expenses from the previous reporting period. This was a result of:

« anincrease in the number of visits and one-off visits

« anincrease in Visitors' petrol allowance per kilometre travelled

o aslightincrease in remuneration for Visitors.'8

The Committee recognises that having a single agency managing the OCV scheme
may allow for consistent coordination of the scheme and reduce duplication of
work. However, as a result of the current arrangements, the Commission must
also take on the substantial administrative responsibilities, such as prioritising
and allocating visits and assisting with referrals, under its existing tight budgetary
constraints.’® This places an increased burden on the Commission's staff, as
current funding is insufficient to cover both the core work of providing visitable
services and administering the scheme. The Committee will monitor the
Commission's budget allocation in relation to its management of the OCV scheme
and may recommend that it be provided with increased funding for this purpose
in a future review of the agency.

182 Answers to supplementary questions, Ageing and Disability Commission, p 5.

183 Ms McKenzie, Transcript of evidence, 15 August 2025, p 7.

184 Ageing and Disability Commission, Official Community Visitors Annual Report 2023-2024, October 2024, p 48.
185 Ms McKenzie, Transcript of evidence, 15 August 2025, p 8.

186 Official Community Visitors Annual Report 2023-2024, p 48.

187 Ms McKenzie, Transcript of evidence, 15 August 2025, pp 9-10.
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Wellbeing risks and managing burnout and workload pressures

Increased psychological risk to staff

5.20

5.21

5.22

5.23

5.24

Finding 9

The increasing volume of reports of abuse, neglect and exploitation made to
the Ageing and Disability Commission and the proportion of these that are
higher-risk and complex may have negative and compounding impacts on the
psychological wellbeing of Commission staff, including greater risks of burnout
and vicarious trauma.

In its 2023-24 annual report, the Commission identified increased psychological
risk to staff as a result of:

« theincreasing volume of reports needing to be managed, without a
corresponding increase in the Commission's budget or staffing

« theincreasing proportion of reports that are higher-risk and complex

« the focus of the Commission's work on abuse, neglect and exploitation of
adults with disability and older people.188

Both the Commissioner and Ms McKenzie told the Committee that the
Commission is conscious of the often-challenging nature of its work and the
psychosocial risk to staff as a result of this.2®

The Committee is pleased that these factors do not appear to have significantly
impacted Commission staff, based on its strong People Matter Employment
Survey (PMES) results for 2024. For example, Commission staff responded very
positively to questions about staff's alignment with the Commission's ethics and
values, and about employee engagement.*°

The Committee commends the Commission for its strong PMES results. However,
while staff still reported greater favourable ratings on measures relating to staff
wellbeing compared to the broader public sector, we note that there was an
overall drop in positive results in this area from the 2023 PMES.***

The Committee considers that this drop may reflect the identified psychological
risks to staff resulting from the increasing volume of reports of abuse, neglect
and exploitation made to the Commission, and the proportion of these that are
higher-risk and complex. We submit that, without more funding for additional
staff and wellbeing supports, this may have negative and compounding impacts

188 Annual Report 2023-2024, p 41.

183 Commissioner Smith, Transcript of evidence, 15 August 2025, p 11; Ms McKenzie, Transcript of evidence, 15
August 2025, p 5.

190 NSW Premier's Department, People Matter NSW Public Sector Employee Survey 2024 Agency Report — Ageing
and Disability Commission, September 2024, pp 5-7.

191 NSW Premier's Department, People Matter NSW Public Sector Employee Survey 2024 Agency Report — Ageing
and Disability Commission, September 2024, pp 11-12.
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on the psychological wellbeing of staff, including greater risks of burnout and
vicarious trauma.

Strategies to reduce workload pressures and protect staff wellbeing

5.25

5.26

5.27

5.28

5.29

Recommendation 6

That the Ageing and Disability Commission provide the Committee with the
report of the internal audit of the Commission's staff wellbeing framework and
any relevant action plan resulting from the audit.

In response to the concerns about psychological risks to staff, the Committee
heard that the Commission currently offers professional supervision of staff,
including for Visitors, Helpline staff and the Community Supports and
Investigation Unit.1®? As discussed earlier in this chapter, Ms McKenzie
highlighted the efforts by the Commission to streamline its work and maximise
efficiency in order to reduce administrative workload on staff.'*3

The Commission also reported that it will implement 'a range of strategies across
the office to seek to better manage demand and reduce the pressure on staff' in
the next reporting period. One strategy highlighted was the conducting of an
internal audit of existing 'staff wellbeing offerings and activities' to identify
opportunities for strengthening the Commission's approaches, which Ms
McKenzie advised us, had recently been completed at the time of the public
hearing.1*

The Commissioner commented that this internal audit of the Commission's
wellbeing framework 'was widely participated in by staff at the Commission.' He
also spoke about the outcomes of this internal audit:

There were a number of recommendations which we can take forward that really
traverse the whole ambit of the work of the Commission, right through from how
can we effectively and efficaciously deal with matters and the demand for our
services at the helpline level and what kind of levers can we do or change there, to
an assessment of what structure we might have at the Commission and through to
more prosaic things that we can do in our daily lives to make sure that people's
wellbeing is front and centre.'%

The Committee heard that an internal group within the Commission will be
looking at the 'upward of 30 recommendations'. The Commissioner commented
that this group's task will be to balance the need for the Commission to prioritise
staff wellbeing, while ensuring that the agency is appropriately equipped to carry
out its statutory responsibilities.®®

We are supportive of the efforts undertaken by the Commission to protect and
strengthen staff wellbeing supports. In particular, the Committee is interested to

192 Annual Report 2023-2024, pp 41-42; Ms McKenzie, Transcript of evidence, 15 August 2025, p 5.

193 Ms McKenzie, Transcript of evidence, 15 August 2025, p 5.
194 Annual Report 2023-2024, October 2024, p 41; Ms McKenzie, Transcript of evidence, 15 August 2025, p 5.

195 Commissioner Smith, Transcript of evidence, 15 August 2025, p 11.

196 Commissioner Smith, Transcript of evidence, 15 August 2025, p 11.
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see the implementation of recommendations from the Commission's internal
audit of its staff wellbeing framework, as well as the outcomes of any action plan
arising from the internal audit. In order to monitor these matters, the Committee
has recommended that the Commission provide us with copies of both the
internal audit and any relevant action plan resulting from the audit.

Implementation of the Strategic Plan 2023-2028

5.30 During the reporting period, the Commission commenced implementing its
'Strategic Plan 2023-2028' (the Strategic Plan) which focuses on the following five
key strategic focus areas:

« to 'safeguard and uphold rights', by supporting the community to respond to
abuse, neglect and exploitation of adults with disability and older people

« to'learn and influence', by sharing information, data and practices to inform
stakeholders on effective preventative measures

« to 'educate and engage', by building momentum and continually raising
awareness and improve the capability of the service workforce

« to 'facilitate change', by using the Commission's experience and learnings

« building 'organisational capability’, to effectively respond to current and
emerging issues and ensure that staff are engaged and have necessary tools
to do their job.”

5.31 The Commission reported on a range of actions it undertook during the reporting
period to progress the five key focus areas. However, the Commission
acknowledged that the 'facilitate change' pillar has been the most challenging to
implement due to the Commission's 'limited capacity' and ‘competing
priorities'. 1%

5.32 The Committee recognises that the Strategic Plan was only commenced during
the reporting period. We will continue to monitor the implementation of the
Strategic Plan, and in particular, the Commission's progress on facilitating change
using its experience and learnings.

197 Ageing and Disability Commission, Strategic Plan 2023-2024, p 3, viewed 11 November 2025; Annual Report
2023-2024, p 7.

198 Answers to supplementary guestions, Ageing and Disability Commission, p 1.
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Appendix One — Committee functions

Under the Ageing and Disability Commissioner Act 2019, the Committee is to examine each
annual report and other reports made by the Ageing and Disability Commission and presented
to Parliament, under this or any other Act and to report to both Houses of Parliament on any
matter appearing in, or arising out of, any such report.

The specific functions related to the Ageing and Disability Committee are set out in section
28B(1):

a)
b)

c)

f)

to monitor and review the exercise of the Commissioner’s functions,

to report to both Houses of Parliament, with the comments the joint committee thinks
appropriate, on any matter—

(i) relevant to the Commissioner or connected with the exercise of the
Commissioner’s functions, and

(ii) to which, in the joint committee’s opinion, the attention of Parliament should be
directed,

to examine each annual report and other report—
(i) made by the Commissioner, and
(i) presented to each House of Parliament under this Act, Part 5 or another Act,

to report to both Houses of Parliament on matters appearing in, or arising out of, the
annual reports or other reports,

in relation to trends and changes in services and issues affecting adults with disability and
older adults—

(i) to examine the trends and changes, and

(i) to report to both Houses of Parliament about changes the joint committee thinks
desirable to the functions and procedures of the Commissioner,

to inquire into any question in connection with the Commissioner’s functions that is
referred to the joint committee by both Houses of Parliament and to report to both
Houses on the question.
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Appendix Two — Witnesses
15 August 2025
Parliament House, Macquarie Room, Sydney, NSW
Witness Position and Organisation
Ms Kathryn McKenzie Director Operations, NSW Ageing and
Disability Commission
Commissioner Jeff Smith Commissioner, NSW Ageing and Disability
Commission
Ms Cecilia Cox Manager Community Supports, NSW
Ageing and Disability Commission
Ms Anna Gauci Manager Communications and
Engagement, NSW Ageing and Disability
Commission
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Appendix Three — Extracts from minutes

MINUTES OF MEETING NO. 1
2.03PM, 2 DECEMBER 2024
MEETING ROOM 1043 AND VIA VIDEOCONFERENCE

Members present

Ms Suvaal (Chair), Mr Hagarty (Deputy Chair) (via Webex), Ms Boyd (via teleconference),

Ms Hornery (via Webex), Mrs Maclaren-Jones (via Webex), Mr Provest (via Webex) and Mr Vo
(via Webex).

Officers present
Helen Minnican, Rohan Tyler, Jerson Balaton and Abegail Turingan.

AGENDA ITEM

1. Appointment of Committee
The Clerk of the Legislative Assembly opened the meeting and read the following extracts
from the Legislative Assembly Votes and Proceedings and the Legislative Council Minutes:

Legislative Assembly Votes and Proceedings no. 87, 19 November 2024, Item 7:
7 COMMITTEE ON AGEING AND DISABILITY
Mr Ron Hoenig moved, pursuant to notice, That this House:

(1) Inaccordance with section 28C of the Ageing and Disability Commissioner
Act 2019 the following members of the Legislative Assembly be appointed
to serve on the Committee on Ageing and Disability: Mr Hagarty, Ms Sonia
Hornery, Mr Tri Vo and Mr Geoff Provest.

(2) The Committee have leave to make visits to inspection within the State of
New South Wales and other states and territories of Australia.

(3) A message be sent acquainting the Legislative Council with the resolution
and requesting the Legislative Council appoint three of its members to
serve on the Committee.

Question put and passed.
Legislative Council Minutes no. 83, 19 November 2024, Item 45:

45 MESSAGE FROM THE LEGISLATIVE ASSEMBLY-COMMITTEE ON AGEING AND
DISABILITY-MEMBERSHIP
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The Deputy President reported receipt of the following message from the
Legislative Assembly:

MR PRESIDENT

The Legislative Assembly informs the Legislative Council that it has this day
agreed to the following resolution:

(1) In accordance with section 28C of the Ageing and Disability Commissioner
Act 2019 the following members of the Legislative Assembly be appointed
to serve on the Committee on Ageing and Disability: Mr Nathan Hagarty,
Ms Sonia Hornery, Mr Tri Vo, and Mr Geoff Provest.

(2) The Committee have leave to make visits to inspection within the State of
New South Wales and other states and territories of Australia.

(3) A message be sent acquainting the Legislative Council with the resolution
and requesting the Legislative Council appoint three of its members to
serve on the Committee.

Legislative Assembly GREG PIPER
19 November 2024 Speaker

Ms Sharpe moved, according to standing order: That the Legislative Assembly's
message be considered forthwith.

Question put and passed.
Ms Sharpe moved, according to standing order:

(1) That this House agrees to the resolution in the Legislative Assembly's
message of 19 November 2024 relating to the appointment of a joint
statutory Committee on Ageing and Disability.

(2) That the representatives of the Legislative Council on the Committee on
Ageing and Disability be Ms Abigail Boyd, Mrs Natasha Maclaren-Jones and
Ms Emily Suvaal.

Ms Sharpe then moved, according to standing order: That a message be forwarded to
the Legislative Assembly conveying the terms of the resolution agreed to by the
House.

Questions put and passed.

2. Election of Chair
Resolved, on the motion of Mr Hagarty, seconded Mr Provest: That Ms Suvaal be elected
Chair of the Committee.
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The Clerk handed over to the Chair to preside.

Election of Deputy Chair

Resolved, on the motion of Mr Vo, seconded Mr Provest: That Mr Hagarty be elected
Deputy Chair of the Committee.

Administrative and staffing arrangements

The Clerk introduced the Committee Director. The Committee Director outlined staffing

arrangements.

Standard motions

Resolved, on the motion of Mr Provest:

That unless the Committee resolves otherwise:

Conduct of proceedings

1.

During any committee meeting, if a division or quorum is called in the
Legislative Assembly, or either House in the case of joint committees, the
meeting will be suspended until the Committee regains quorum.
Conditions for the broadcasting, filming or photography of the
Committee's public proceedings will be determined by the Committee on a
case-by-case basis. Those conditions shall be consistent with the
Legislative Assembly's resolution of 9 May 2023; and the Assembly's
guidelines for coverage of proceedings for parliamentary committees
administered by the Legislative Assembly.

Witnesses appearing before the Committee will not be represented by a
member of the legal profession or other advocate.

Committee members can only use electronic devices unobtrusively during
committee proceedings, so that they do not interfere with, or disrupt, the
conduct of those proceedings.

Supplementary questions for witnesses, following a public hearing, shall
be determined by the Committee.

Media releases on behalf of the Committee can only be made by the Chair;
and where practicable, following consultation with the Committee.

Administrative arrangements

7.

Arrangements that facilitate or support committee proceedings and
activities be delegated to the Chair and the Committee staff, to undertake
in accordance with the Committee's decision.

Members nominated by the Committee to undertake site visits are
expected, where practicable, to participate in the full itinerary.

The Chair and the Committee Director, through the Clerk of the Legislative
Assembly, be authorised to liaise with the Speaker on approvals for the
Committees expenditure.
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Communications and engagement

10. The Legislative Assembly's Engagement Team will support and promote
the work of the Committee. The Team will implement any agreed media
and engagement strategy and coordination the production of media and
other promotional activity with the Chair.

6. Next Meeting
The meeting adjourned at 2:11pm until a time and date to be determined.

MINUTES OF MEETING NO. 2
11.01AM, 26 MAY 2025
MEETING ROOM 1043 AND VIA VIDEOCONFERENCE

Members present
Mr Murphy (Chair), Mr Hagarty (Deputy Chair), Ms Boyd, Mrs Maclaren-Jones, Mr Provest and
Mr Vo (via videoconference).

Apologies
Ms Hornery

Officers present
Rohan Tyler, Mengyuan Chen, Natasha Moir and Karena Li.

AGENDA ITEM

1. The Committee membership
The Committee noted the resolution of the Legislative Council, dated 8 May 2025,
appointing the Hon. Cameron Murphy MLC as member of the Committee on Ageing and
Disability in place of the Hon. Emily Suvaal MLC.

2. Election of Chair
The Deputy Chair conducted the election of the Chair and called for nominations.

Resolved, on the motion of Mr Vo, seconded by Mr Hagarty: That Mr Murphy be elected
Chair of the Committee.

The Deputy Chair declared Mr Murphy to be Chair and handed over the Chair to preside.

3. Confirmation of minutes
Resolved, on the motion of Mr Hagarty: That the minutes of the meeting of 2 December
2024 be confirmed.
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Adoption of an inquiry to review the Ageing and Disability Commission's 2023-24 annual
reports

The Committee noted a briefing paper prepared by the secretariat on the Ageing and
Disability Commission's People Matter Employee Survey results 2021-2024.

Resolved, on the motion of Mr Hagarty: That the Committee conduct an inquiry to review
the 2023-24 annual reports of the Ageing and Disability Commission, and invites the
Ageing and Disability Commissioner and senior staff to give evidence at a public hearing on
a date to be confirmed.

Committee's forward work program
The Committee discussed its forward work program for the remainder of the year.

Resolved, on the motion of Mrs Maclaren-Jones: That the Committee conduct a visit to the
Ageing and Disability Commission office in Parramatta and invite the Commissioner to
brief the Committee on the Commission's role, functions and operations as part of the
visit.

General business

k k%

Next meeting
The meeting adjourned at 11.14am.

MINUTES OF MEETING NO. 3
2.46PM, 15 AUGUST 2025
MACQUARIE ROOM AND VIA VIDEOCONFERENCE

Members present
Mr Murphy (Chair), Mr Hagarty (Deputy Chair), Ms Boyd (via videoconference), Ms Hornery

(via videoconference), Mrs Maclaren-Jones (via videoconference), Mr Provest and Mr Vo.

Officers present

Rohan Tyler, Natasha Moir, Karena Li and Gina Zhu.

AGENDA ITEM

1.

Confirmation of minutes
Resolved, on the motion of Mr Hagarty, seconded by Mr Provest: That the minutes of the
meeting of 26 May 2024 be confirmed.

Correspondence
* k%
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3. Review of the Ageing and Disability Commission's 2023-24 annual reports

3.1. Media orders for public hearing

Resolved, on the motion of Mr Hagarty, seconded by Mr Provest: That the minutes of the
meeting of 26 May 2024 be confirmed. Resolved on the motion of Mr Vo, seconded by Mr
Provest: That the Committee authorise the audio-visual recording, photography and
broadcasting of the public hearing on 15 August 2025, in accordance with the Legislative
Assembly's resolution of 9 May 2023, and the Assembly's guidelines for coverage of
proceedings for parliamentary committees administered by the Legislative Assembly.

3.2. Questions taken on notice and supplementary questions

Resolved on the motion of Mr Provest, seconded by Mr Hagarty: That the Committee
adopt the following process in relation to supplementary questions and answers to
guestions taken on notice:

« Members to email any proposed supplementary questions for the witnesses to the
secretariat by 4pm, 48 hours after the transcript has been circulated (Wednesday 20
August 2025).

« Secretariat to then circulate any proposed supplementary questions to the
Committee, with members to lodge any objections to the questions by 4pm, Thursday
21 August 2025.

o The witnesses be requested to return answers to questions taken on notice and any
supplementary questions within 14 days of the date on which questions are forwarded
to them.

The Chair adjourned the meeting at 2:51pm.

3.3. Public hearing
The witnesses and the public were admitted. The Chair opened the public hearing at
3:02pm and made a short opening statement.

Ms Anna Gauci, Manager Communications and Engagement, NSW Ageing and Disability
Commission, sworn and examined.

Mr Jeff Smith, Commissioner, NSW Ageing and Disability Commission, affirmed and
examined.

Ms Kathryn McKenzie, Director Operations, NSW Ageing and Disability Commission,
affirmed and examined.

Ms Cecilia Cox, Manager Community Supports, NSW Ageing and Disability Commission,
affirmed and examined.

Evidence concluded and the witnesses withdrew.

The Chair resumed the meeting at 4:29pm.
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3.4. Publication orders

Resolved, on the motion of Mr Provest, seconded by Mr Hagarty: That the corrected
transcript of public evidence given today be authorised for publication and uploaded to
the Committee's webpage.

4. Next meeting
The meeting adjourned at 4:30pm until a time and date to be determined.

MINUTES OF MEETING NO. 4
11.00AM, 19 SEPTEMBER 2025
MEETING ROOM 1043 AND VIA VIDEOCONFERENCE

Members present
Mr Murphy (Chair), Mr Hagarty (Deputy Chair) (via videoconference), Mrs Maclaren-Jones and
Mr Vo (via videoconference).

Members present
Ms Boyd, Ms Hornery and Mr Provest.

Officers present
Rohan Tyler, Anna Tran, Natasha Moir and Karena Li.
AGENDA ITEM

1. Confirmation of minutes
Resolved, on the motion of Mrs Maclaren-Jones: That the minutes of the meeting of 15
August 2025 be confirmed.

2. Correspondence
%k %k %k

3. Review of the Ageing and Disability Commission's 2023-24 annual reports

3.1. Answers to questions on notice and supplementary questions

Resolved, on the motion of Mrs Maclaren-Jones, seconded by Mr Vo: That answers to
guestions taken on notice and supplementary questions received from the following
organisation be published on the Committee's webpage:

o Ageing and Disability Commission.

4. Next meeting
The meeting adjourned at 11.02am until a time and date to be confirmed.
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UNCONFIRMED MINUTES OF MEETING NO. 5
3.01PM, 25 NOVEMBER 2025
LA CLERK'S MEETING ROOM AND VIA VIDEOCONFERENCE

Members present

Mr Murphy (Chair), Mr Hagarty (Deputy Chair) (via videoconference), Ms Boyd (via

videoconference), Ms Hornery (via videoconference), Mrs Maclaren-Jones, Mr Provest (via

videoconference) and Mr Vo (via videoconference).

Officers present
Rohan Tyler (via videoconference), Anna Tran, Natasha Moir and Karena Li.

AGENDA ITEM

1. Confirmation of minutes

Resolved, on the motion of Mr Hagarty: That the minutes of the meeting of 19 September
2025 be confirmed.

2. Review of the Ageing and Disability Commission's 2023-24 annual reports

2.1. Consideration of Chair's draft report

Resolved, on the motion of Mr Provest: That the Committee consider the draft report in
globo.

Discussion ensued.

Resolved, on the motion of Mr Vo:

That the draft report be the report of the Committee and that it be signed by the Chair
and presented to the House.

That the Chair and committee staff be permitted to correct stylistic, typographical and
grammatical errors.

That once tabled, the report be published on the Committee's webpage.

2.2. Easy Read summary

Resolved, on the motion of Mr Provest:

That the Committee publish an Easy Read summary of the recommendations of the
report on the Committee's webpage.

That, once ready, the secretariat circulate a draft of the Easy Read summary to
members, and that members propose any amendments, raise any objections, or
otherwise confirm their agreement, via email, within 3 business days of receiving the
draft.

That the Committee seek the Speaker's approval for funding for useability testing of
the Easy Read summary.
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Next Meeting
The Meeting adjourned at 3.13pm until a time and date to be determined.
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