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About the CommBank Healthcare Insights Report 
The findings in the FY19 Healthcare Insights Report are based on a quantitative survey of 275 owners, 
decision-makers and managers within the Healthcare and Social Assistance sector, conducted on 
behalf of the Commonwealth Bank by ACA Research between September and October 2018. 

These respondents were drawn from organisations in the Aged Care, Allied Health Services, General 
Practice Medical Services, Specialist Medical Services, Hospitals, Pathology and Radiology Services, 
and Other Social Assistance Services sub-sectors across Australia with an annual turnover of more than 
$500,000 and with at least two employees. 

The survey for this year's 2019 report also included 295 employees from Healthcare and Social 
Assistance organisations across Australia with at least two employees. Data is weighted back to 
nationally representative proportions by industry, location and size. 

The survey was designed to benchmark innovation activity in the Healthcare and Social Assistance 
sector, explore the forces driving change within Australian organisations and examine current and 
planned trends in skills development and training. The results represented throughout the report also 
seek to compare the perspectives of owners, decision-makers and managers with that of employees 
across the Australian Healthcare and Social Assistance sector. 

All data points and percentages contained in this report are based on the results of the research unless 
specified otherwise. All references to Australian national averages, organisations, companies, decision-
makers and employees refer to the 2,747 owners, decision-makers and managers and 2,422 employees 
who participated in the CommBank FY19 National Business Insights Report survey, of which the 
Healthcare Insights Report sample is a subset. 

The OECD innovation framework 
To determine which initiatives were genuinely innovative, and assess innovation activity, CommBank 
adopted the framework set out in the Organisation for Economic Co-operation and Development’s 
(OECD) Oslo Manual. Used by organisations around the world, including the Australian Federal 
Government and the Australian Bureau of Statistics, the manual is constructed around four key 
innovation areas: products, processes, marketing and organisation. References to ‘innovation-active’ 
are based on an assessment of innovation using the Oslo Manual definition - a new or significant 
improvement in one or more of the following areas: products, processes, marketing and organisation. 

We used the Oslo Manual criteria to test each initiative mentioned by the survey respondents, enabling 
us to determine whether their organisational improvements met the definition of innovation and 
the number of areas they were innovating in. Responses that did not meet these criteria have been 
categorised and referenced as ‘improvers’ in this report. We did not use the word ‘innovation’ in this 
part of the survey to allow for an independent assessment of innovation activity among organisations 
to ensure the results would be robust.
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Key Insights 
Innovation has become business as usual

The need to move to new business models and respond to evolving patient expectations is driving Healthcare organisations to implement change at an 
unprecedented rate. It is also influencing the skills and capabilities they seek to develop in their workforce. 
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Welcome to the FY19 edition of the CommBank Healthcare 
Insights Report. It highlights how well Healthcare 
organisations are adapting to the tremendous change and 
disruption that has become a mainstay within the industry.

Innovation activity in the sector increased significantly over 
the past year, with the majority of Healthcare organisations 
now successfully innovating. This isn’t surprising. Demand 
for healthcare services continues to rise, as do patient 
expectations, yet resources are limited. By necessity, 
innovation is becoming embedded as organisations move to 
new patient-centred business models. 

Innovation in the sector is also taking many forms and 
permeating all areas of Healthcare organisations. We 
are seeing new and significant improvements being 
made across organisations from product development to 
marketing strategy. And to better understand the factors 
enabling innovation, the report focuses on the role of 
technology and people.

Indeed, the sector sees a greater role for technology than 
many others, with the most innovative organisations now 
seeing how technology can be used to deliver far better 
patient care. The sector is conscious of the interplay 
between people and technology. There is a growing view 
that a human assisted by artificial intelligence, for example, 
can deliver better patient outcomes than a human or 
artificial intelligence alone.

For the first time, Healthcare employee perspectives feature 
in the survey underlying the report. This identified several 
insights and opportunities. For example, there is alignment 
between the skills that organisations need to be future-fit 
and the capabilities that employees want to develop to 
advance their careers. These include leadership and people 
management capabilities, as well as effective technology 
and digital skills. 

Additionally, only around half of employees believe their 
organisation fully uses their skills and capabilities. That 
means there is a huge opportunity to better understand 
employees’ existing skills and capabilities and assign them 
responsibilities accordingly. 

Relative to other industries, the sector spends its learning 
and development budget well. It offers a broader range of 
programs than many others, driven by the sector’s most 
innovative organisations. These organisations are more  
likely than their sector peers to offer informal on-the-job 
training, internal mentors, industry conferences, internal, 
instructor-led face-to-face sessions and external courses for 
non-academic qualifications. These are among the programs 
that employees find the most beneficial. The research 
finds there is a clear link between effective training and 
development and employee job satisfaction and retention  
in the Healthcare sector.

It is a very positive story and I hope the report’s examination 
of what the most innovative organisations are doing 
differently will help you. Particularly to further enhance the 
pursuit of skills and capabilities that will ensure that your 
organisation continues to deliver an outstanding level  
of care. 

Belinda Hegarty 
National Head of Healthcare 
Business & Private Bank  
Commonwealth Bank of Australia

Key insights
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State of innovation
(% innovation-active)

65% 
FY19

47% 
FY18

31% 
FY17

Investment in emerging 
technology 

(% trialled or implemented)

Cloud technology

Internet of Things

3D printing

Intelligent Personal 
Assistants

49%

24%

16%

14%

Impact of technology on the  
workforce over the next 3-5 years

Staff will be able to focus on 
better patient/customer care

Will need less staff 

Staff will be able to assume  
more management responsibility

Will need more 
specialist staff

Staff will be able to focus  
on generating revenue

59%

40%

27%

21%

18%

In-demand skills and employee strengths

Training organisations  
most likely to offer

Most beneficial for employees

Training and development programs

Informal, on-the-job training 77%

Industry conferences 46%

External courses  
(non-academic) 43%

Webinars/
podcasts/video 39%

Team building 36%

Informal, on-the-job training 54%

Industry conferences 44%

Internal mentor44%

Internal, instructor-led 
classes 43%

Formal internal knowledge  
sharing sessions 43%

State of innovation  
for sub sector

(% innovation-active)

Skills organisations need Employee strengths

Digital

Communication  
and interpersonal 

Leadership and  
people management 

Technology

Critical thinking,  
problem solving 

55%

44%

43%

42%

35%

Communication  
and interpersonal 

Adaptability  
and flexibility 

Role-related 
specialist 

Critical thinking, 
problem solving 

71%

66%

64%

62%

Collaboration  
and analytical 44%

Specialist Medical 
Services

Hospital

Other Social 
Assistance

Allied Health 
Services

General Practice (GP)

78%

75%

74%

68%

51%

Aged Care 43%

Sub-sector*

* Sub-sector results are based on a portion from the total surveyed population of 275 organisations and 295 employees in the Healthcare and Social Assistance sector.

Key insights – Healthcare sector 
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People first. Technology second 
Enabling better patient care 

Technology has a critical role to play in helping staff to deliver better patient care and freeing them up to focus on value-added tasks.  
This is more widely recognised by innovation-active companies that place a greater emphasis on technology to gain a competitive edge.
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Image Source: Agri-Con.

Innovation reaches  
a critical mass 
Innovation continued apace in the Healthcare sector during FY19. The majority (65%) of 
organisations are now innovation-active as defined by the Oslo Manual. 

The operating environment is incredibly dynamic, and it is encouraging that most Healthcare 
organisations are responding to a variety of forces. Some sub-sectors are changing their 
operating models and reducing reliance on government funding. Some are moving to 
co-payments or outcome-based models. Moreover, patients have more choices and are 
increasingly discerning no matter the type of provider they visit.

Hospitals, for example, are reviewing their end-to-end processes to increase efficiencies  
and optimise patient outcomes. 

As faster adopters of cutting-edge research and emerging technologies like 3D printing  
and robotics, Specialist Medical Services and Hospitals are leading the innovation charge  
as they search for solutions to longstanding health issues and new ways to save lives. 

In contrast, more people-intensive sectors such as Aged Care and General Practice are 
lagging the innovation activity of other sub-sectors where technology is more pervasive.  
In some sub-sectors, regulation may also present a barrier to innovation. 

Opportunity: While 65% of decision-makers have innovated over the 
past 12 months, only 52% of employees in the sector agree they work 
for an innovative organisation. That 13% gap is much wider than the 
national average of 4% and is most pronounced among hospitals.

The opportunity is for organisations, particularly larger ones, to 
better communicate with their staff about the implemented changes, 
thereby involving their teams in change.

State of innovation in the Healthcare sector

Innovation activity by sub-sector: decision-makers versus 
employee perception

In
no

va
tiv

e

6. Aged Care 43%

5. General Practice Medical Services 51%

Sector Average 65%

4. Allied Health 68%

3. Other Social Assistance 74%

2. Hospital 75%

1. Specialist Medical Services 78%

6. Aged Care

5. General Practice Medial Services

Sector Average

4. Hospital

3. Other Social Assistance

2. Allied Health

1. Specialist Medical Services

By order of % working for an 
innovative organisation*

EMPLOYEES

By order of % innovation  
active organisations*

DECISION MAKERS

FY17 FY18 FY19

 Improved
 Abandoned innovation
 Have not innovated

 Innovation-active

31%
47%

65%

42%
38%

20%3%
3% 1%25% 12% 14%

* Sub-sector results are based on a portion from the total surveyed population of 275 organisations and 295 employees in the Healthcare  
and Social Assistance sector.8
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The top factors 
driving change
With patient care and wellbeing at the heart of their organisations, 
the Healthcare sector understands better than most that people and 
technology are critical to improving the patient experience and meeting 
evolving patient expectations.

Given the sector’s ongoing “marketisation”– the shift from being licensed 
suppliers towards care providers that are competing in an environment of 
greater consumer choice – brand factors have considerable influence.

Beyond the top factors, the greater emphasis than other industries on 
cybersecurity, privacy, data and insights is indicative of the focus on the 
security of patient information. This also aligns with the importance that 
the sector places on technology to maintain a competitive advantage. 

The factors driving change in each sub-sector vary, influencing the 
business areas that are the focus for innovation, for example:

• Facing cost pressures, Aged Care operators seek improved 
organisational efficiency. They also need to attract patients; hence 
they are revisiting their marketing strategies.

• Aside from having to navigate the regulatory landscape, GPs also face 
a very competitive market. Previous CommBank research into General 
Practice also revealed high levels of patient satisfaction and loyalty1 ,  
so it is difficult to attract new patients. It requires innovative 
marketing, as well as changes to products and services, to generate 
more revenue from existing patients. 

• Hospitals are reorganising themselves around the patient pathway 
rather than siloed functions. They are adjusting their processes as they 
move to patient-centred care.

High-impact opportunities and threats driving change in the Healthcare sector

Focus areas - top skews among sub segments

Aged Care
Opportunities and threats: 

Regulatory and legislative factors
Innovation focus: 

Organisation 

Other Social Assistance
Opportunities and threats: 

Strategic factors
Innovation focus: 

Marketing 

Hospital
Opportunities and threats: 

Strategic factors
Innovation focus: 

Processes 

Specialist Medical Services
Opportunities and threats: 

Operating factors
Innovation focus: 

Marketing

Allied Health
Opportunities and threats:  

Financial factors
Innovation focus: 
Products/services 

General Practice
Opportunities and threats: 

Legislative and regulatory factors
Innovation focus: 

Marketing 

Rated as high impact (%)

 National average Healthcare sector

Technology
Using emerging technologies to enhance the user 
experience, collaboration and productivity 

Patient
The need to adapt to meet expectations of 
customers and enhance the customer experience

People
Need to develop a stronger culture, update training 
and development to attract and retain skilled staff

48%
34%

43%
34%

42%
37%

40%
32%

39%
24%

1 CommBank GP Insights Report April 2019.

Brand 
Enhancing brand health and/or positioning  
and purpose to create stronger differentiation

Regulatory and legislative 
Adapting to changes in Government legislation, 
trade sanctions, environmental guidelines 
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Technology  
as an enabler
Technology adoption has increased rapidly in the sector for many years with three in four 
organisations having invested in trialling or implementing emerging technology. 

In some cases, it takes time to realise the full benefits of new technology. For example, 
medical practitioners must devote considerable effort upfront entering accurate data into the 
My Health Record database, whereas the power of individual and aggregate data increases 
with scale over time. 

Nevertheless, innovative organisations place considerably more importance on technology 
than their sector peers, as do employees working for innovative organisations. There is also 
growing realisation across the sector – from 19% in FY18 to 40% in FY19 – that technology can 
help employees to concentrate more on generating revenue. 

As in many other industries, the proportion of leaders expecting technology to lead to a 
reduced headcount has risen. However, this is offset by the even larger proportions who 
foresee technology freeing up staff for more value-add activities and necessitating more 
employees with specialist skills. 

At the same time, 37% of employees in the sector are worried that technology will render 
their skills obsolete. That is lower than the national result of 45%. 

Investment in emerging technologies within the Healthcare sector 
(implemented or trialled)

“ Healthcare organisations are conscious of the interplay 
between people and technology. There is a growing view that 
a human assisted by artificial intelligence, for example, can 
deliver better patient outcomes than a human or artificial 
intelligence alone.”
Belinda Hegarty  
National Head of Healthcare 
Business & Private Bank  
Commonwealth Bank of Australia

 Healthcare sector  National average

Cloud technology

Internet of Things

3D printing

Intelligent personal 
assistants

Wearable devices

Virtual reality

Renewable/alternative 
energy/fuel sources

Blockchain

Artificial Intelligence/
machine learning

Robotics

49%
47%

24%
19%

16%
12%

14%
8%

13%
12%

12%
8%

10%
13%

9%
5%

9%
9%

7%
7%
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Technology is being 
used differently 
across the industry
Around 75% of organisations in the sector have trialled or implemented some form 
of emerging technology. This is similar to the average across all Australian industries. 
There are considerable differences between the sub-sectors, however. 

As observed earlier, GPs and Aged Care operators lag other sub-sectors when 
it comes to innovation. A similar pattern emerges when looking at the level of 
investment in emerging technologies.

Nevertheless, Aged Care organisations are exploring applications of virtual reality  
for resident interaction and stimulation and one in four GPs are using the Internet  
of Things. Also, among the many new technologies that Hospitals are trialling,  
3D printing is changing the speed and cost of delivering prosthetics.

Top areas of Investment in emerging technology across the 
Healthcare sub-sectors

“ Across sub-sectors, some Healthcare providers are early 
adopters of new and emerging technologies. They are 
all intent on delivering higher quality care whether 
through increased efficiencies or better meeting the 
needs of patients.”
Belinda Hegarty  
National Head of Healthcare 
Business & Private Bank  
Commonwealth Bank of Australia

Specialist 
Medical 
Services

Hospital
Other 
Social 

Assistance 
Services

Allied 
Health 

Services

General 
Practice 
Medical 
Services

Aged 
Care

Cloud 
technology

Cloud 
technology

Cloud 
technology

Cloud 
technology

Cloud 
technology

Cloud 
technology

Internet  
of Things 

Wearable 
devices

Wearable 
devices Blockchain

Renewables/
alternative 

energy sources
Internet  

of Things

Intelligent 
personal 
assistants

3D printing/
Artificial 

intelligence

Intelligent 
personal 
assistants

3D printing Internet  
of Things 

Virtual 
reality 

Sub-sector results are based on a portion from the total surveyed population of 275 organisations and 295 employees in the Healthcare  
and Social Assistance sector. 11
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Barriers to change
The tremendous uplift in innovation over the past two years comes 
amid the numerous challenges facing the sector. There are issues 
around Government funding pressures, most notably in Hospitals, and 
compliance, particularly for Specialist Medical Services providers. Across 
the sector, organisational culture factors feature prominently, cited by 49% 
of Healthcare organisations as a challenge compared with the national 
average of 37%.

This partly relates to the price of failure being so much higher in the sector 
and the natural risk aversion that comes with managing health matters. 
Nevertheless, the research examined what organisations that don’t face 
that particular barrier are doing differently and how their mindset differs. 

What stands out is their vastly more favourable view regarding the impact 
of technology on the workforce. Those that experience less internal 
resistance to change are also more likely to direct the organisation towards 
continuously developing staff to support competitiveness and to promote 
cross-generational learning. 

Challenges while trying to adapt to opportunities and threats

 Healthcare sector

Complicated Government 
regulations/compliance

Internal resistance  
to change

Lack of financial resources

Lack of time 

Changing/increasing 
competition

Decrease in government 
funding

Lack of human resources

Lack of clear strategy/
goals/priorities

Change of strategy/
direction/ objectives

Organisational culture  
of fear of failure

38%

32%

31%

27%

27%

25%

24%

24%

19%

17%

Lack of support from leadership  
and management 17%
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Developing future skills 
Investing in patient-centred capabilities 

Healthcare organisations seek a range of skills to better service evolving patient needs and are investing in training and development accordingly. 
However, the effectiveness of these programs varies, and several opportunities for improvement exist.

13

Healthcare Insights Report
June FY19



Skills organisations seek versus employee strengths and areas  
for development

Image Source: Agri-Con.

The skills in  
most demand
Given the people-focused nature of the sector, leaders in Healthcare organisations 
understandably want access to workers with communication and interpersonal skills. Other 
highly sought-after capabilities are leadership and people management, along with critical 
thinking and problem-solving. Effective technology and digital skills are also priorities. 

There is an excellent alignment between decision-makers and employees about what 
workforce skills are needed for the future. For the most part, employees are confident they 
have the ‘soft’ skills that are in greatest demand, although not the technology and digital 
skills. However, they are very aware of where their shortcomings lie. Technology and digital 
expertise, along with leadership and people management capabilities, are the top areas 
employees want to develop.

Given the common challenge of internal resistance to change, it is noteworthy that:

• Employees surveyed claim adaptability and flexibility as one of their strengths. At 66%,  
it is above the national average of 61%.

• Just 35% of decision-makers are prioritising adaptability despite their struggles with 
internal resistance to change. 

• This lower focus on adaptability contrasts starkly with the national result where it ranks  
as the most coveted skill (among 46% of Australian businesses surveyed).

 What employers need  Employees' existing strengths  Employees want to develop

Communication  
and interpersonal 

 Healthcare

Leadership and people 
management 

Technology

Critical thinking and 
problem solving 

Digital 

Adaptability  
and flexibility

Role related 
specialist 

55%
71%

21%

44%
43%

34%

43%
29%

27%

42%
62%

17%

35%
20%

33%

35%
66%

15%

34%
64%

20%

What innovation-active organisations do differently.
The most significant gap between organisations that are truly 
innovating and those merely making improvements is the emphasis 
on adaptable and flexible employees. Innovative organisations also 
hold technology skills, along with leadership and people management 
capabilities, in much higher regard.
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The culture of employee learning and development

Image Source: Agri-Con.

The attitudes 
driving future skills 
development
The research also investigated the culture around developing staff capabilities. It examined 
the philosophy, and the support that organisations provide employees, as well as the attitude 
of both leaders and employees regarding employee commitment to ongoing learning. 

The research shows that employees in the Healthcare sector are more committed to their 
ongoing learning and development than their peers in other industries. However, their 
employers aren’t always providing those opportunities. Nor do employees in all cases agree 
that they enjoy flexible working arrangements that would enable them to balance work, study 
and life. This is a key differentiator between innovation-active organisations and organisations 
that are making improvements. It is also the most significant area of difference between 
employees working for innovative organisations and employees who don’t. 

Compared with other sectors, Healthcare organisations are:

• Far more likely to provide external courses. 

• Less proactive when it comes to cross-generational and cross-team training activities. 

• Less inclined to replace staff who cannot adapt with recruits possessing requisite skills.

Again, these last two are just some of the key areas where the innovative organisations stand 
out from the others. They are also much more likely to offer personalised training  
and development programs. 

 Decision-makers agree  Employees agree

Prepared to contribute 
to programs to ensure 
continuous development

Take responsibility for own 
development/ongoing 
learning

Training and development is 
aimed at increasing capability 
to create and innovate

Organisation is increasingly 
supporting the health and 
wellbeing of employees

Organisation is changing 
the way it works to support 
flexible work arrangements

Organisation aims to continuously 
develop employees to ensure they 
remain competitive

Greater skills diversity is key to 
increasing the capability of a 
team to innovate

Organisations with opportunity 
to learn continuously are more 
attractive

Organisation should be responsible 
for supporting employees in 
developing capabilities

42%
63%

65%
79%

62%
55%

42%
38%

69%
50%

75%
57%

70%
84%

75%
75%

76%
79%
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Training programs offered by organisations (Healthcare versus  
national average)

Image Source: Agri-Con.

Training programs 
and their 
effectiveness
The Healthcare sector excels at offering an extensive range of training programs, 
driven by the most innovative organisations. Informal, on-the-job training, industry 
conferences, external courses and online content are the sector’s most favoured 
forms of training.

As far as employees are concerned, the effectiveness of those programs is mixed. 
Informal, on-the-job training is widely perceived as beneficial and here the sector 
over-indexes. Industry conferences and internal mentor programs are also among 
the most effective. 

However, as is the case in the national result, employees don’t view the online 
content that is commonly offered as particularly effective. Even the most innovative 
organisations can get this wrong. Innovation-active organisations are twice as likely 
to provide e-learning modules than improvers. 

Nevertheless, compared with their peers that are improving, they are hitting the 
mark with many of the most effective programs – informal, on-the-job training, 
internal mentors, industry conferences, internal, and instructor-led face-to-face 
sessions.

 Healthcare sector  National

“ It’s encouraging that more than nine in ten Healthcare 
organisations are offering training programs to develop 
the capabilities of their teams and are more likely than 
other industries to offer a greater range of options.”
Belinda Hegarty  
National Head of Healthcare 
Business & Private Bank  
Commonwealth Bank of Australia

Role playing

Informal, on-the-job 
training

Team building activities

Formal internal knowledge 
sharing sessions
Internal, instructor-led 
face-to-face sessions

Webinars/podcasts/ 
video learning 

e-Learning modules

Internal mentor

External mentor

Life coach

Social/collaboration tools

Games/simulations

Industry conferences/
seminars/events
External courses  
(non-academic)
External courses 
(academic)

In
te

rn
al

Ex
te

rn
al

O
nl

in
e

Co
ac

hi
ng

Te
ch

 T
oo

ls

77%
60%

36%
32%

26%
31%

30%
26%

23%
17%

46%
42%
43%

32%
35%

24%

39%
30%

32%
22%

28%
26%

9%
12%
12%

7%

20%
15%

6%
7%
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Image Source: Agri-Con.

Training and skills development (decision-makers versus employees)

We know that employees don’t regard all the training on offer as effective. Only 
51% of Healthcare employees surveyed believe the training they receive is effective, 
significantly higher than the national result of 44%.

However, as we saw earlier, compared with their peers, innovative organisations 
spend their training budget well by offering more of the programs that employees 
rate as effective. As a result, 61% of employees who work for innovative 
organisations believe the training they are offered is effective. Again, this is slightly 
above the national average of 58% among employees who view their organisation 
as innovative businesses.

At 72%, overall job satisfaction is also higher in the Healthcare sector than the 
national average of 64%. It jumps to 84% among Healthcare employees who receive 
effective training and development.

Similarly, staff retention in the sector is higher than nationally – 68% versus 60%. 
Once again, this increases to 75% among sector employees offered effective 
training programs.

This clear link between effective training and development, job satisfaction and staff 
retention runs counter to the theory that staff who receive training tend to leave for 
another job.

Furthermore, the national research found that when organisations balance training 
and development programs between their own requirements and what employees 
need to progress their career, the rewards are even greater. In this regard, the sector 
enjoys strong alignment between the two.

Skills 
organisations 

need
Skills employees 
want to develop

Training 
organisations 

offer

Training most 
beneficial for 

employees

Communication & 
interpersonal skills 

(55%)

Leadership and 
people management 

(34%)
Informal, on-the-job 

(77%)
Informal, on-the-job 

(54%)

Leadership and 
people management 

(44%)
Digital  
(33%)

Industry events 
(46%)

Internal mentor 
(44%)

Technology  
(43%)

Technology  
(27%)

External courses 
(non-academic) 

(43%)
Industry events 

(44%)

Critical thinking 
(42%)

Business acumen 
(26%)

Webinars/podcasts 
(39%)

Internal face-to-face 
workshops  

(43%)

Digital skills  
(35%)

Communication & 
interpersonal skills 

(21%)
Team building  

(36%)
Formal knowledge-

sharing sessions 
(43%)

The benefits of 
effective learning 
and development

“ It’s clear that employees who deem their training and development 
to be effective are more likely to be satisfied and remain loyal to their 
organisation. This is important to Healthcare organisations that not 
only invest in training but whose businesses rely on the engagement 
between their people and patients.”
Belinda Hegarty  
National Head of Healthcare 
Business & Private Bank  
Commonwealth Bank of Australia
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How innovation-active Healthcare 
organisations differ

The impact of 
technology

Culture of employee 
developmentFuture skills

87% of innovation-active 
organisations agree that technology 

and digital transformation are 
playing an essential role in 

maintaining or gaining a competitive 
advantage. This compares with 71% 

of improving organisations.

Innovative organisations have a 
far greater focus on ensuring their 

staff are adaptable and flexible 
(42% versus 18% of improving 

organisations).

 The most innovative organisations 
are far more likely to agree that 

organisations should be responsible 
for supporting employees to develop 

capabilities (81% versus 59% of 
improving organisations).

Approach to  
accessing skills

 Innovative organisations are far 
more likely to replace staff who 

cannot adapt (43% versus 7% among 
improving organisations).

Training programs 
offered

Employee view on 
organisations’ use  

of their skills

Employee view on 
the effectiveness 
of learning and 

development programs Innovative organisations offer a 
broader range of training programs 

and in particular, are far more 
likely to provide informal on-the-
job training (85% versus 53% of 

improving organisations).

 61% of employees working for an 
innovative organisation view the 
training they receive as effective. 

That compares to 34% among 
employees not working for an 

innovative organisation.

 66% of employees working for 
an innovative organisation think 

their organisation makes full use of 
their skills. This falls to 27% among 

employees not working for an 
innovative organisation.

Employee perspective 
on culture

Employees working for innovative 
organisations are far more likely to 
agree that the organisation aims to 

continuously develop staff to remain 
competitive (79% of versus 19% 

among employees not working for 
innovative organisations).
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Continuing the 
innovation journey
Surrounded by change and disruption, the Healthcare sector has become adept at innovating in 
response to a vast array of factors. The patient, however, is the stand-out factor driving innovation. 
They have far more choice than in the past and are increasingly discerning. 

By capturing the views of employees for the first time and drawing out what the most innovative 
organisations do differently, the report identified several opportunities for the sector to enjoy even 
more of the benefits of innovation.

• Communicate more to staff about the innovation underway within the organisation. There is a 
much more significant gap between decision-makers and employees in the Healthcare sector than 
the national average.

• Provide more continuous learning opportunities, supported by flexible working arrangements.

• Place greater emphasis on developing adaptability and flexibility in employees, in line with other 
sectors and the most innovative organisations in the Healthcare sector. 

• Encourage more cross-generational training. This is a major opportunity for all organisations, 
no matter the sector, and one differentiator of organisations that are less challenged by internal 
resistance to change. The research shows that the older generations are more likely to have the 
soft skills that decision-makers seek most while the younger generations have the digital skills  
that are also in high demand.

• Better understand the existing strengths of the workforce and align responsibilities accordingly. 
This represents another big opportunity for all organisations, regardless of their sector or 
innovation status.

• Balance training and development opportunities between the organisation’s needs and the 
aspirations of employees as they seek to progress their careers. 

• Realign training programs to those that employees find most beneficial such as informal on-the-
job training and internal mentor programs.
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Talk to us
Visit commbank.com.au/healthcareinsights or email us at insights@cba.com.au 

Things you should know: The report is published solely for information purposes and is not to be construed as advice or recommendation. The report has been prepared without taking account of the objectives, financial situation and capacity to bear loss, knowledge or experience or needs of any specific person who 
may receive this report. All recipients, before acting on the information in this report, should consider the appropriateness and suitability of the information, having regard to their own objectives, financial situation and needs, and, if necessary, seek the appropriate professional or financial advice regarding the content 
of this report. Any opinions, conclusions or recommendations set forth are subject to change without notice. Any projections and forecasts are based on a number of assumptions and estimates and are subject to contingencies and uncertainties. Different assumptions and estimates could result in materially different 
results. The report makes reference to data sourced from an online survey of 275 Healthcare and Social Assistance organisations and 295 employees that occurred in September to October 2018. The fieldwork and analysis were conducted by ACA Research on behalf of the Commonwealth Bank. All analysis and views  
of future market conditions are solely those of the Commonwealth Bank. Commonwealth Bank of Australia ABN 48 123 123 124. AFSL and Australian Credit Licence 234945.


