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This is the Executive Summary of the 

Final Report of the ESO Mapping Project. 

This Executive Summary has been 

produced as a standalone document to 

facilitate transmission between ESO 

members and for ease of printing. 
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Introduction 

The ESO Mapping Project was funded by an organisation 

independent of the ESO sector and government, the Aspen 

Foundation. 

The Project was structured with a: 

 Project Patron, 

 Project Steering Committee, and 

 Project Working Group. 

 

Purpose 

The purpose of this Project is to provide a body of research and 

facts that will support the leadership of the ESO community in 

their deliberation and planning for the future. This will assist the 

ESO community in its collective aim of being as effective and 

efficient as possible in its support for veterans and their families.  

Objectives 

The objectives of the ESO Mapping Project were to: 

 Map the needs of veterans and their families, 

 Map the focus and services of ESO, and 

 Identify gaps and overlaps in services. 
 

Project Methodology 

The project methodology included stakeholder engagement, literature research, an online survey 

and mapping relevant data. 

For the purpose of this Project a taxonomy was developed to describe in general terms the 

organisations that make up the ESO community: 

 ESOs - member-based organisations supporting veterans and/or families 

 Veteran Service Organisations (VSOs) - non-member based organisations supporting 

veterans and/or families 

 Veteran Trusts - trusts dedicated to supporting veterans and/or families 

 Veteran Charities - charities dedicated to supporting veterans and/or families. 

  

 

 

The Aspen Foundation is an 

independent philanthropic 

organisation that has a history of 

funding research projects to address 

health and wellness in the Australian 

community. The Foundation was 

approached by individual Ex-Service 

Organisations (ESO) for support. In 

response the Foundation chose to 

support veterans, their families and 

the ESOs that support them through 

undertaking this research project, 

and to make it available to all 

stakeholders. 
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Veteran and Family Needs 

Phases of needs 

Service personnel and their families have different needs as they move through a number of phases 

of the lifecycle depicted in the adjacent diagram (*noting not all service personnel will deploy). 

Service providers need to meet the needs of veterans and their families as they move through these 

phases. 

 

 

 

 

 

 

Geospatial mapping of need (demand-based) and services available 

Geospatial mapping shows where ex-service personnel live. This representation shows Australian 

Bureau of Statistics (ABS) boundary definitions for postcodes and Local Government Areas for data 

obtained from the Commonwealth Superannuation Corporation and DVA. 

Each data set contains over 150,000 veterans and thus the data sets are considered statically 

significant for identifying trends in the veteran population. 
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The above map shows where the 95,213 DVA Veterans over 65 years of age live. It shows the density 

of DVA Veterans in Local Government Areas (LGAs). The cohort of Vietnam War and older veterans 

live in geographic locations reasonably consistent with the general Australian population.  Note 

some LGAs are large in area such as that of Esperance.  

 

 

 

The above map shows where 112,114 ex-servicemen under 55 years of age group live based on 

DFRDB and MSBS data.  Many of this cohort live in remote mining areas and near large military 

bases. 

The data sets do not capture all veterans but are of a large enough sample size to provide 

reasonable indicators of demographic trends. 
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Mapping of ESO Services 

Organisation Muster/Census     

The first step in mapping the services of ESOs was to understand who, what and where all the ESOs 
are. 

This task is significant because there are a large number and type of organisations delivering services 
to veterans and/or their families.   
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The Australian Charities and Not for Profit Commission (ACNC) has 3,474 charities registered that 

have nominated “Veterans and/or their families” as a specified beneficiary of their organisation.  

“Veterans and/or their families” are the sole beneficiary of 519 of these charities, and most would 

be considered ESOs. 

 

 

Mapping ESOs 

Maps and tables have been developed to provide visibility as the names and locations of ESOs in 

Australia.  
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Online Survey     

The ESO Mapping Project emailed invitations to 1,533 organisations requesting that they participate 

in an online survey using the Survey Monkey platform. Hard copy versions of the survey were made 

available to organisations on request. 

The survey was strongly supported by the ESO sector with responses from 605 organisations 

representing a response rate of 39.5%.  

The ESO Mapping Project thanks the ESO leadership for their support and all participants in the 

online survey for their contribution to this research project. 
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Gap/Overlap analysis 

The key focus of the Gap Analysis is to understand where veterans and families live by age segments 

(based on the premise that needs vary by age) and review the services available in those areas.   

The initial finding is that significant numbers of younger veterans are living in remote mining areas 

where there are minimal support services for veterans. Not surprisingly the majority of ESOs are 

based in locations with older generations of veterans.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The map above clearly shows areas around remote mining locations where there are numbers of 

young veterans with minimal ESOs in those areas.  Where in contrast, in areas on the eastern 

seaboard of Australia there are high concentrations of ESOs.
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r. 

Demographics 

 

 

 

 

 Trends identified from DVA data sets indicate 

older veterans (over 65) live in areas and in 

densities consistent with the general Australian 

population. 

 Trends identified from Military Superannuation data sets indicate significant numbers of 

younger veterans (under 55) live in: 

 remote mining areas where there are minimal support services for veterans. 

 proximity to large ADF bases where Defence-related employment opportunities exist, 

there is continuity of education for children and spouse employment. 

 As older veterans age and pass on there is likely to be a net change in locations of veteran 

populations from South East Australia to Queensland (location of most of the large ADF 

bases and mining jobs). 

 

 

 

 

 Opportunities exist to establish local veteran services on a permanent or fly in fly out bases 

in remote mining locations. 

 Ensure veteran support services are available in proximity to large ADF bases. 

 Prepare to meet a change in demand for services as the veteran population grows in QLD 

and declines in South Eastern Australia. 

 Utilise age cohort mapping to forecast change in demand for healthcare needs using veteran 

and ABS data. 

Findings and Observations 

 

Insights and Opportunities 

 Demographics 

 Needs of Veterans and 
Families 

 Veteran Charities 

 ESO Community 

 ESO Support Services 

 Service Delivery 
Standards 

 

Findings and Observations 

 

Insights and Opportunities 
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Needs of Veterans and Families 

 

 

 

 Veteran and family needs can be classified as: 

 Collective, or 

 Individual 

 This Project utilised Maslow’s Hierarchy of 

Needs (1954) as a methodology to examine 

individual needs. 

 The Project identified three key phases of the lifecycle of a veteran and their family (In-

Service, Transition & Discharge, Post Discharge): 

 Needs will change through the many phases of the lifecycle of a veteran. 

 Ageing is a significant factor in needs changing. 

 Variance in needs will exist in the veteran and family population. 

 Not all needs of veterans and families are serviced by the ESO Community, e.g. General 

Practitioner services and most clinical services. 

 ESOs responding to the ESO Mapping Project Online Survey indicated one third of them 

provided support to veterans and families pre-discharge from the ADF. 

 

 

 

 

 There is value in attempting to better define those needs that are unique to veterans and 

their families: 

 There is an opportunity to refine the needs model developed and utilised in this Project. 

 A good and simple Veteran Needs Model is an excellent tool to communicate, learn, 

understand needs, and use to develop support services. 

 There is scope for the ESO community to engage with veterans and families earlier in their 

life cycle, ie in the pre-discharge phases of In-Service and Transition. 

 Earlier engagement enables more effective support, particularly if a crisis develops, but also 

earlier engagement is more likely to provide a stabilising and preventive effect, thus 

reducing the likelihood of a crisis situation developing. 

Findings and Observations 

 

Insights and Opportunities 
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Veteran Charities 

 

 

 

 3,474 Charities who have registered with 

the Charities regulator (ACNC) have 

nominated ‘Veterans and/or their Families’ 

as at least one of their beneficiaries. 

 Analysis of this data indicates that many of these charities could not be considered ESOs, 

particularly the 250 charities who generate an annual income over $10mil.  

 519 registered charities have nominated “Veterans and/or their Families” as their sole 

beneficiary. 

 

 

 

 

 The support services available to veterans and/or their families from these 3,474 charities 

are not clear.  The potential exists that a significant body of support services are available 

from these organisations with charitable status that are not being accessed by veterans 

and/or their families. 

 An opportunity exists to undertake a further body of work to better understand what 

support these non-ESO charities provide to veterans and families, and how to access that 

support. 

 

  

Findings and Observations 

 

Insights and Opportunities 
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ESO Community 

 

 

 

 The ESO community of organisations is significant, with new organisations emerging with 

each new generation of veterans. 

 No specific definition for an ESO was identified. 

 ESOs have traditionally been member 

based organisations; however, it was 

noted that: 

 There has been a growing trend 

among the new organisations to be 

constituted and structured as non-

member based.  

 These new non-members based organisations are more appropriately categorised as 

Veteran Support Organisations (VSOs). 

 Veteran Trusts have always existed and new veteran Trusts have emerged with the newest 

generation of veterans. 

 

 

 

 

 

 Growth of ESOs/VSOs risk: 

 Duplication of services. 

 Increasing governance, administration and other back office overheads resulting in less 

efficient use of limited resources. 

 Reducing effectiveness of ESO advocacy to Government. 

 Confusing key messaging to the Australian public. 

 Confusing messaging to veterans and families. 

 There is an opportunity to examine:  

 Why there has been a growth in ESOs/VSOs. 

 How best to both articulate and mitigate the risk from the growth in new ESOs/VSOs. 

 

Insights and Opportunities 

Findings and Observations 
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 Development of models for ESO 

Community service delivery in terms of 

such matters as: 

 Quality assurance  

 Monitoring 

 Evaluation 

 Accreditation 

 Service Charter 

 Codes of conduct 

 Minimum level of service delivery 

 Response times 

 Referrals 

 Hand over protocols 
 

 ESO Sector self-regulation 

 

ESO Support Services 

 

 

 

 

 ESOs are not the only organisations that are able to provide support services to veterans 

and families: 

 A number of Non-Government Organisations (NGOs), often with charitable status, 

offer services for veterans.  NGOs in the mental health space and the homeless 

space are also likely to be accessed by veterans. 

 Commercial providers are offering veteran specific services, particularly employment 

services and in the legal space for pension claims. 

 Government Departments/Agencies and government funded service providers 

provide services at federal, state and local government levels to veterans and 

families. 

 Just over half of the ESO pension support workforce capability (51% of TIP Pension 

Officers, and 58% of volunteer VRB advocates), are 68 years of age or older.   

 With a 10 year planning horizon, most of those volunteer pension officers and VRB 
advocate volunteers will not be as active in 10 years’ time as they are now, thus 
reducing the capacity of this national capability.  

Findings and Observations 
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 Significant effort is required to 
ensure there is another generation 
of volunteers being recruited, 
trained and mentored (while they 
gain experience) to continue this 
important work. 

 Awareness and accessibility of ESO 

Services are potential barriers of support to veterans and/or their families. 

 The Victorian Veterans Council commissioned a study, released in December 2015, 
that identifies a number of potential barriers to veterans and their families accessing 
veteran support services including veterans: 

 Not identifying as a veteran,  

 Not being aware of the veteran services available, 

 Not being aware of how to access veteran services, and 

 Not having the ability to access veteran services. 

 

 

 

 

 

 

 An opportunity exists to develop 

mapping overlays of services available 

for veterans/families provided by: 

 Government Departments and 
agencies, 

 non-veteran exclusive veteran charities, 
 NGOs with support service programs available to general public including veterans 

and families. 

 There is an opportunity to examine means and ways to address potential barriers to 

veterans and families accessing services available to them. 

 

  

Insights and Opportunities 
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Support Service Delivery Standards  

 

 

 

 The Australasian Services Care Network 

(ASCN) study into veterans’ healthcare 

needs completed in December 2015 

makes the point of ‘an apparent lack of 

evaluation of effectiveness of the many 

programs on offer’ by ESOs.  In addition, 

amongst ESOs there is an apparent lack 

of agreed: 

 standards for services, 
 codes of practice or Service Charter, 
 formal communication/referral structure, and 
 single system entry point (point of contact) at time of crisis. 

 Compliance regimes have begun to be implemented by a number of ESO such as Police 

Checks and Working with Children Checks. However, the status of implementation is not 

known. 

 

 

 

 

 There is significant opportunity for ESOs to collaborate.  

 More effective collaboration (facilities, learning, resources, engagement/messaging 
to public and government/ADF/DVA) will enhance the effectiveness and efficiency of 
the support services for veterans and families. 

 There is an opportunity to develop organisational and service delivery models to enable 

more effective use of ESO effort and resources. 

 Collaborative organisational concepts/models/options for consideration could 
include: 

 Developing and committing to agreed common standards for support service 
delivery, 

 Alliances/MOUs between ESOs, 

 Forming ESO cooperatives with ESOs as members of the Cooperative, 

 Merging some organisations, 

 Sector self-regulation with Quality Assurance regimes (similar to age care 
sector).  

Insights and Opportunities 

Findings and Observations 

 



17 
ESO Mapping Project Final Report – Executive Summary 

Conclusions 

The ESO Mapping Project was a research project a 

tightly controlled scope based on time and 

resources available. The concept for the Report was 

strongly supported by the ESO community. 

The purpose of the Project was not to make 

recommendations that address specific issues.  

Rather, this Project was a fact finding mission to geographically determine where veterans and their 

families are and what ESO services are available to them. 

The observations and insights drawn from this project are being made available to the ESO 

community for their own consideration and assessment.  Additional research, review, consultation, 

planning, application of resources and action taken, subsequent to this project, is the prerogative of 

the ESO community and other stakeholders to determine. 

The ESO Mapping Project is an important body of work that achieved the following: 

 Identified where ex-service personnel are living particularly when viewed by age 

cohort. 

 Highlighted that veteran and family’s needs will vary over the phases of the lifecycle of a 

veteran: 

 Transition from Defence being a critical phase that impacts all subsequent phases. 

 Developed a conceptual model for collective and individual needs. 

 Engaged the ESO Community through 

an extensive (41 questions) online 

survey: 

 Essentially conducted a muster 
(census) of organisations in the ESO 
sector that has provided an insight 
into the number and nature of 
organisations in the veteran and family space and the services provided. 

 Engaged the Charities Regulator (ACNC) to identify the registered charities who have 

nominated ‘veterans and/or their families’ as at least one of their beneficiaries. 

 Engaged key stakeholders and senior leadership in the Ex-Service Community, DVA and 

Defence, and 

 Provided a body independent of the ESO community, DVA and Defence to fund and 

conduct the project  

In summary, the project has essentially been a muster/census of ESOs on a national basis.  While the 

muster is not likely to have captured 100% of the organisations in the ESO sector, it is almost 

certainly the most comprehensive census of ESOs in recent decades. 
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This project has achieved its purpose of being a fact finding activity, to inform, enable and encourage 

further consideration of the planning and actions, required to ensure the future of the ESO sector is 

as effective and efficient as possible in its support for veterans and families. 

The ESO community is now significantly better informed with current situational awareness of the 

locations and needs of veterans and families, and the organisations that comprise the contemporary 

ESO sector. 

The Aspen Foundation believes this project has been a positive and worthwhile investment.  

The ESO Mapping Project produced a significant amount of data and information that represents an 

important body of research available to support all leaders and key stakeholders in their deliberation 

and planning for the optimum delivery of veteran services now and into the future.  While those 

who contributed to the research come from many different organisations, ultimately, we all want 

the same outcome … that is, to be as effective and efficient as possible in serving our veterans and 

their families and in so doing, minimise gaps and overlaps as much as possible.  It is our sincere hope 

that this Report will assist this process. 

 

 

 

 

 

 


