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The challenges we are solving
Six pressures facing aged care and Uniting today

1 Workforce crisis

Shortages of nurses and care workers, long 

workforce pipelines and reliance on agency staff 
constrain capacity and increase cost.

2 Administration burden

Frontline teams spend too much time on 

documentation, assessments, reporting and 
navigating multiple systems instead of care.

3 Regulatory complexity

The new Aged Care Act, care minutes and 

expanded reporting obligations require 

significant operating, process and workforce 
change.

4 Financial sustainability

Labour, compliance and service delivery costs 

are rising while funding does not always reflect 
the full cost of quality care.

5 Technology fragmentation

Disconnected clinical, workforce and finance 

systems create duplicate handling, manual work 
and delayed operational insight.

6 Rising expectations and 
aging population 

Older people and families expect more choice, 

transparency, responsiveness and personalised, 
digitally enabled support.

The solution: Uniting will use digital, AI and process redesign to return time to care, strengthen workforce capacity and sustain quality services.
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What we have built: A Digital Assistant

Enhance point -of -care information access with AI -driven smart searches, automated note capture,

 multilingual and accessibility support, and a digital front door for enterprise services.

► Removes administration burden through a persona -based AI curated tool

► Creates and returns content instantly at the point of care 

► Turns 10 –15 -minute activities into 1 –2-minute activities 

► Allows our employees to "Hold the Hand and not the Pen"



Uniting Digital Assistant

Multi -language supportMy Profile

Feedback Mechanism

Enhance point -of -care information, with 
persona -based curation for easy to 
access to systems relevant to my role

AI Notes Transcription

Smart Search.
AI -driven smart search for quick access to information 

Carousel navigation to other key sites

Primary Navigation

Translate. Transcribe. Summarise. Integrate.
Automated Note Capture with multilingual features 
for easy collection of information at the point of care 

AI Chat

My Dashboard Carousel

My Profile

Feedback mechanism 

Carousel navigation to other key sites 

Main menu for settings, feedback, help, links and policies 



Voice to text notes 



Benefits

Average 

Time Savings

Observed 

Benefits

App & AI Chat AI Notes

Support Workers

Non-Support Workers
10–15 minutes

Per query

Per query

2 minutes >200 hours savings
based on 50% take-up rate 

on 820 Support Worker base

resulting in

Daily Productivity Uplift for HACC

30 minutes
based on an average 

of 5 client visits

~50 hours savings
based on 40% take-up rate 

on 80 Clinical Worker base

resulting in60–120 minutes
based on clinical assessments 

and other activities

All Progress notes are captured – Addressing one of the challenges where 

some support workers do not enter notes

Accurate Documentation – Prevents incomplete or missing notes with 

natural language translation 

Standardised Note Structure – Uses a consistent framework for uniform 

submissions

Reduced Cognitive Burden – Minimises mental load through simplified 

workflows

Enhanced Care Visibility – Improves care with up-to-date, trackable 

information

Timely Note Capture – Enables real-time entry at the point of care, 

avoiding end-of-day batching



Blue 
Hex #0078D4
R0 G120 B212
C82 M50 Y0 K0
PMS 3005 C

Light Blue 
Hex #8DC8E8
R141 G200 B232
C42 M7 Y2 K0
PMS 2905 C

Light Peach 
Hex #FFBBA8
R255 G187 B168
C0 M33 Y28 K0
PMS 162 C

Warm White 
Hex #FFF8F3
R255 G248 B243
C0 M2 Y3 K0
PMS 9061 C

Dark Blue 
Hex #2A446F
R42 G68 B111
C93 M78 Y31 K17
PMS 2378 C

Peach
Hex # FF9176
R255 G145 B 118
C0 M53 Y50 K0
PMS 1635 C

in action
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Testimonials 

“I love love love it! It’s a great way to maximise time and I use it so often. 

For me it saves an hour or more in my day!“

Roanne Morton – Care Partner, North Coast/Northwest Mid North Coast 

“I like that AlayaCare and Buddy are liaising with each other.“

Raj Tandan – Clinical Occupational Therapist, Blue Mountains & Penrith

“I enjoy the convenience to make each day flow better especially if I’m 

running behind with the client.“

Jade Watkins – Support Worker, Blue Mountains & Penrith

“This is a great initiative, and I think that for the clinical teams it will 

absolutely be game-changing as a time saver.“

Melissa Schmitzer – Care Excellence Lead, North Coast/Northwest Mid North Coast 

“It is great and fabulous. I used it for like a few different things.“

Caitlyn Kelly – Team Lead, North Coast/Northwest Mid North Coast 
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Buddy – touching more lives



Cally - One place for many things



Chloe – Delivering Care
Voice-driven workflows, connected to the care plan.

Start a Progress or 
handover note straight 
from the resident list. 
Notes are translated in 
ISBAR format

Shift tasks are generated 
from a combination of the 
Care Plan and Handover 
notes.

Generate Progress and Handover Notes
Care 
Plan

See Handover Notes for your 
ward. Step through by Resident



Jeanie  – Contact Centre Agentic AI Agent 

Uniting’s Contact Centre AI Agent

Jeanie is our AI-enabled contact center agent, 
designed to provide a faster, more consistent and 
a first point of contact for Home and Community 
customers and families 24 x 7 

Listen Understands the intent of common enquiries and 
provides sentiment analysis 

Guide
Provides clear next steps and directs customers to the 
right pathway for cancelling or checking upcoming 
services  

Support Hands over context to team members when human 
support is needed

Purpose: reduce friction at the front door while keeping 
people connected to care.

Uniting



Jeanie -  early benefits we are seeing
A more responsive digital front door for customers, families and teams

Customer impact Operational impact Quality and risk impact

1 Faster access

› Customers can cancel and  
check on their visits at a time 
convenient to them
› Less need to wait for a team 
member for simple enquiries
› Clearer pathway to the right 
service or support area

2 Better capacity

› Reduces avoidable repeat 
calls and basic enquiry 
handling
› Supports out-of-hours 
demand capture (24 x 7) 
› Allows agents to focus on 
complex and sensitive 
conversations

3 More consistent 
service

› Prompts standardised 
responses and triage
› Improves handover context 
for staff
› Creates a stronger data trail 
for follow up and continuous 
improvement

Benefit summary: Jeanie helps shift the contact centre from purely reactive call handling to guided, consistent and data-enabled
customer support.
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What customers are telling us
Emerging customer feedback themes from Jeanie interactions

“I got to the right place more quickly.”
Customers value simpler navigation and fewer transfers.

“The answer was clear and easy to follow.”
Jeanie helps provide consistent information for common enquiries.

“I did not have to repeat everything again.”
Better capture of context supports smoother handover to team members.

“It was easier to get help when I needed it.”
Customers are responding positively to a more accessible first step.

Uniting



What’s Next



Digital Facility

Vitals Mobility

Environment Security

Emergency / Call Safety/Sentiment/Wellbeing

A Smart Care Space.

A fully integrated digital ecosystem through various aspects of care 



Thank you
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