Australian Government

Australian Aged Care Quality Agency

Scottvale Aged Care

RACS ID 3680
71 Scott Street
DANDENONG VIC 3175

Approved provider: Aged Care Services 32 (Scottvale) Pty Ltd

Following an audit we decided that this home met 44 of the 44 expected outcomes of the
Accreditation Standards and would be accredited for three years until 29 September 2017.

We made our decision on 18 August 2014.

The audit was conducted on 15 July 2014 to 16 July 2014. The assessment team’s report is
attached.

We will continue to monitor the performance of the home including through unannounced
visits.



Most recent decision concerning performance against the
Accreditation Standards

Standard 1: Management systems, staffing and organisational
development

Principle:
Within the philosophy and level of care offered in the residential care service, management

systems are responsive to the needs of residents, their representatives, staff and
stakeholders, and the changing environment in which the service operates.

Expected outcome Quality Agency decision
1.1 Continuous improvement Met
1.2 Regulatory compliance Met
1.3 Education and staff development Met
1.4 Comments and complaints Met
1.5 Planning and leadership Met
1.6 Human resource management Met
1.7 Inventory and equipment Met
1.8 Information systems Met
1.9 External services Met
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Standard 2: Health and personal care
Principle:

Residents' physical and mental health will be promoted and achieved at the optimum level in
partnership between each resident (or his or her representative) and the health care team.

Expected outcome Quality Agency decision
2.1 Continuous improvement Met
2.2 Regulatory compliance Met
2.3 Education and staff development Met
2.4 Clinical care Met
2.5 Specialised nursing care needs Met
2.6 Other health and related services Met
2.7 Medication management Met
2.8 Pain management Met
2.9 Palliative care Met
2.10 Nutrition and hydration Met
2.11 Skin care Met
2.12 Continence management Met
2.13 Behavioural management Met
2.14 Mobility, dexterity and rehabilitation Met
2.15 Oral and dental care Met
2.16 Sensory loss Met
2.17 Sleep Met
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Standard 3: Resident lifestyle
Principle:

Residents retain their personal, civic, legal and consumer rights, and are assisted to achieve
active control of their own lives within the residential care service and in the community.

Expected outcome Quality Agency decision
3.1 Continuous improvement Met
3.2 Regulatory compliance Met
3.3 Education and staff development Met
3.4 Emotional support Met
3.5 Independence Met
3.6 Privacy and dignity Met
3.7 Leisure interests and activities Met
3.8 Cultural and spiritual life Met
3.9 Choice and decision-making Met
3.10 Resident security of tenure and responsibilities Met

Standard 4: Physical environment and safe systems
Principle:

Residents live in a safe and comfortable environment that ensures the quality of life and
welfare of residents, staff and visitors.

Expected outcome Quality Agency decision
4.1 Continuous improvement Met
4.2 Regulatory compliance Met
4.3 Education and staff development Met
4.4 Living environment Met
4.5 Occupational health and safety Met
4.6 Fire, security and other emergencies Met
4.7 Infection control Met
4.8 Catering, cleaning and laundry services Met
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Australian Government

Australian Aged Care Quality Agency

Audit Report

Scottvale Aged Care 3680

Approved provider: Aged Care Services 32 (Scottvale) PtyLtd

Introduction

This is the report of a re-accreditation audit from 15 July 2014 to 16 July 2014 submitted to the
Quality Agency.

Accredited residential aged care homes receive Australian Government subsidies to provide
quality care and services to care recipients in accordance with the Accreditation Standards.

To remain accredited and continue to receive the subsidy, each home must demonstrate that it
meets the Standards.

There are four Standards covering management systems, health and personal care, care
recipient lifestyle, and the physical environment and there are 44 expected outcomes such as
human resource management, clinical care, medication management, privacy and dignity,
leisure interests, cultural and spiritual life, choice and decision-making and the living
environment.

Each home applies for re-accreditation before its accreditation period expires and an
assessment team visits the home to conduct an audit. The team assesses the quality of care
and services at the home and reports its findings about whether the home meets or does not
meet the Standards. The Quality Agency then decides whether the home has met the
Standards and whether to re-accredit or not to re-accredit the home.

Assessment team’s findings regarding performance against the
Accreditation Standards

The information obtained through the audit of the home indicates the home meets:

. 44 expected outcomes
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Scope of audit

An assessment team appointed by the Quality Agency conducted the re-accreditation audit
from 15 July 2014 to 16 July 2014.

The audit was conducted in accordance with the Quality Agency Principles 2013 and the
Accountability Principles 1998. The assessment team consisted of three registered aged care
quality assessors.

The audit was against the Accreditation Standards as set out in the Quality of Care Principles
1997.

Assessment team

Team leader: Deanne Maskiell

Team members: Adrian Clementz
Ann De Pellegrin

Approved provider details

Approved provider: Aged Care Services 32 (Scottvale) Pty Ltd

Details of home

Name of home: Scottvale Aged Care
RACS ID: 3680

Total number of allocated 110

places:

Number of care recipients 100

during audit:

Number of care recipients N/A

receiving high care during

audit:

Special needs catered for: Dementia care unit
Street: 71 Scott Street

City: Dandenong

State: Victoria

Postcode: 3175

Phone number: 03 9791 3088
Facsimile: 03 9791 2370
E-mail address: scottvalefm@acsagroup.com.au
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Audit trail

The assessment team spent two days on site and gathered information from the following:

Interviews

Category Number
Onsite and corporate Management team 7
Clinical, care and lifestyle staff 13
Hospitality and environmental services 5

Care recipients/representatives 17
Allied health and visiting services 4

Sampled documents

Category Number
Care recipients’ files 17
Care recipient’s residential agreements 10
Care recipients activities participation records 10
Medication charts 10
Personnel files 11

Other documents reviewed

The team also reviewed:

o ‘Corrective action request’ forms and supporting documentation
o ‘Have your say’ forms and supporting documentation
o ‘Sun-downer’ program

o Activity program evaluations, calendars and notices
o Activity resource information

o Annual essential safety measures report

o Approved supplier lists

o Audits’ schedule and results

o Care recipients cultural and spiritual needs records

. Care recipients’ evacuation list
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. Care recipients’ information directory

o Care recipients’ information handbook and package
o Cleaning schedules and related documentation

. Clinical care assessments, plans and reviews

o Clinical observations, charts and reportable limits

o Cultural care kit and resources

o Drug of addiction register

o Education and training calendar

o Essential service records and schedule

o External contractor related documentation

o Food safety plan, monitoring documentation and third party audit

. Handover lists

o Incident reports and investigation reports
o Induction records
o Infection control folder 2014 and infection data and analysis

o Laundry documentation

o Mandatory reporting folder

o Material safety data sheets

. Memoranda

o Minutes of meetings

o Monthly compliance reports

o Nurses’ registration register

o Occupational health and safety records

o Pathology reports

o Performance appraisal schedule

o Pest control procedure and related documentation
o Plan for continuous improvement and supporting documentation
o Police certificates register
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o Policy, procedures and guidelines

o Position descriptions

o Preventative and reactive maintenance schedules and records
o Re-accreditation notification letters to stakeholders
o Regulatory compliance folder

o Risk assessment summary reports

o Rosters

o Self-assessment documentation

o Specialist and allied health referrals and reports

o Staff information handbook

. Staff list

. Vision and mission statement.

Observations

The team observed the following:

o Activities in progress

o Archive room

o Brochures displayed in languages other than English

. Call bells in use

o Clinical stocks and storage

o Comments and complaints forms and lodgement boxes

o Dining environment during midday meal service including meal presentation, the
provision of assistive cutlery, staff assistance and supervision

o Equipment and supply storage areas

o External complaints and advocacy brochures

o Fire panel, firefighting equipment and evacuation kit

o Hand hygiene facilities and infection control resources
o Interactions between staff and care recipients

o Internal and external living environment
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o Menu and alternative meals

o Mobility equipment including mechanical lifters, wheelchairs and walkers
o Noticeboards and information displays

o Privacy information

o Short observation in dementia specific wing

o Staff work areas

o Storage and administration of medications

o The ‘Charter of residents’ rights and responsibilities’ displayed.
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Assessment information

This section covers information about the home’s performance against each of the expected
outcomes of the Accreditation Standards.

Standard 1 — Management systems, staffing and organisational development

Principle: Within the philosophy and level of care offered in the residential care service,
management systems are responsive to the needs of care recipients, their representatives,
staff and stakeholders, and the changing environment in which the service operates.

1.1 Continuous improvement

This expected outcome requires that “the organisation actively pursues continuous
improvement”.

Team’s findings
The home meets this expected outcome

Management with the support of the larger organisation has a system to actively pursue
continuous improvement across the four Accreditation Standards. The system encourages
input from staff, care recipients and their representatives and draws from various mechanisms
and source documents including feedback forms, scheduled meetings, audits, surveys,
incidents, clinical data and benchmarking. Improvement initiatives are managed through a
continuous improvement register that is tiered at a corporate and local level.

Management discuss initiatives at meetings and other forums as appropriate. There are
processes to prioritise and track the progress of initiatives and to evaluate the outcome of any
improvement generated through the system. Management communicate outcomes of
improvement initiatives to staff and care recipients through meetings, memoranda and
information boards. Care recipients, their representatives and staff said they are encouraged
to participate in improvement activities and confirm ongoing improvements occur.

Recent improvements relevant to Standard 1 include:

o At the first meeting after the change of ownership, care recipient and representatives
said they had always struggled to hear what is discussed at care recipient meetings. To
solve this problem management purchased a microphone and sound system for use at
this forum. Management said more care recipients are attending the monthly meeting
and there is greater participation from care recipients at these meetings.

o Management conducted a full review of the roster, which led to a substantial increase in
hours rostered across all areas of care and services. This has included the introduction
of six endorsed enrolled nurse shifts and additional personal care staff across all shifts to
enable more responsive care. The introduction of a clinical care co-ordinator seven days
a week has promoted better monitoring of staff practice, particularly over the weekend.
Additional lifestyle hours for both days over weekends now enables staff to offer small
group activities which management said has resulted in care recipients interacting more
and showing more interest in weekend activities.

o Management observed that the staff room was ill equipped and too small. To address
this health and safety concern, management remodelled the training room into a
communal rest area for staff. As part of the refurbishment process, new furniture, a
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larger refrigerator and television were purchased. Management also installed information
boards to ensure key information such as memoranda, meeting minutes and regulatory
guideline folders are always available in the room. Staff spoke positively about the new
rest room and the benefit of the available information.

o Management observed information in care recipient and staff files was not previously
secured to the file or sorted into sections. Management purchased a new filing system
and supporting equipment and rostered additional hours to implement a consistent
storage of documentation. Management and staff said benefits resulting from the project
include easier access to information, more efficient work practice and a neater work
space.

1.2 Regulatory compliance

This expected outcome requires that “the organisation’s management has systems in place to
identify and ensure compliance with all relevant legislation, regulatory requirements,
professional standards and guidelines”.

Team’s findings
The home meets this expected outcome

Management with the support of the larger organisation has an effective system to identify,
respond to and ensure the home meets relevant legislation, regulatory requirements,
professional standards and guidelines across all four Accreditation Standards. Management
receive information through legislative update services, industry bodies and government
departmental bulletins. Management interpret this information and discuss compliance action
at relevant forums. As part of this process management review existing or develop new
policies, procedures and guidelines. Management provide information to staff on legislative
updates and changes to policy, procedure and guidelines through meetings, memoranda,
information folders and education. Management require all staff to complete an annual
competency in relation to key legislation. Staff confirm they receive information about
regulatory compliance matters relevant to their roles and demonstrated knowledge of
regulatory requirements.

Examples of responsiveness to regulatory compliance relating to Standard 1 include the
following:

o Professional registrations of staff are monitored and maintained.
o Management processes ensure ongoing self-assessment of the home.

o Management has an effective system in place to manage police certificates for all
persons falling under the definition of staff.

o The home has an effective process to manage statutory declarations in regard to
citizenship or permanent residence of a country other than Australia since turning 16
years of age.

o Management notified stakeholders of the reaccreditation audit within regulated
timeframes.
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1.3 Education and staff development

This expected outcome requires that “management and staff have appropriate knowledge and
skills to perform their roles effectively’.

Team’s findings
The home meets this expected outcome

The organisation has systems to ensure management and staff have appropriate knowledge
and skills to perform their roles effectively in relation to Standard 1. The organisation develops
an annual education calendar which includes scheduled orientation, mandatory education and
training and the ‘topic of the month’. Management add other education and training
opportunities as identified, which include regulatory compliance changes, in response to
quality activity results, care recipients needs and stakeholder input. A range of delivery
methods includes in house and external sessions, workshops, competency evaluation and
self-directed learning. Key personnel maintain a data base of education completed.
Management evaluates the effectiveness of the education program via attendance records,
session evaluations, staff practices and stakeholder feedback. The organisation supports and
encourages professional development and is responsive to management and staff requests
and needs. Management and staff said they are satisfied with the type, frequency and
availability of education provided. Care recipients and their representatives said they are
satisfied with the knowledge and skills of staff.

Examples of education and training scheduled and attended in relation to Standard 1 include:
o Complaints, comments and use of feedback forms

o Customer service

o Documentation and legal responsibility

o ‘IT training’ for accessing systems

o Transition and change.

1.4 Comments and complaints

This expected outcome requires that "each care recipient (or his or her representative) and
other interested parties have access to internal and external complaints mechanisms".

Team’s findings
The home meets this expected outcome

The home has formal and informal comments and complaints processes that are accessible to
care recipients and their representatives, staff and visitors. Information packs, policy and
procedures and brochures on display convey information about the internal complaints
process and external resolution services. Forums and mechanisms available to stakeholders
to raise concerns or suggestions include feedback forms, scheduled meeting forums and
surveys. Locked suggestion boxes located within the home are cleared daily by the manager
and enable confidential feedback. Care recipients and their representatives are aware of
formal and informal feedback processes and feel comfortable to raise a concern or
suggestion. Care recipients and their representatives are satisfied management address any
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concern in an appropriate and timely manner. Staff are comfortable to advocate on behalf of
care recipients and said management are responsive to any concern raised.

1.5 Planning and leadership

This expected outcome requires that "the organisation has documented the residential care
service’s vision, values, philosophy, objectives and commitment to quality throughout the
service".

Team’s findings
The home meets this expected outcome

Management has documented the organisation’s vision and mission statement including its
commitment to quality care and service. Management displays the statement prominently in
the home and repeats them in a range of internal documents. Staff expressed their
commitment to providing quality care and upholding the values of the home.

1.6 Human resource management

This expected outcome requires that "there are appropriately skilled and qualified staff
sufficient to ensure that services are delivered in accordance with these standards and the
residential care service’s philosophy and objectives".

Team’s findings
The home meets this expected outcome

Management demonstrate there are sufficient numbers of appropriately skilled and qualified
staff to provide care recipient care and services. A comprehensive review of the roster
occurred following transfer of ownership of the home and there are processes to adjust staff
levels on an ongoing basis to meet changing needs of care recipients. The organisation base
their recruitment process on skill and qualification requirements outlined in position
descriptions. Interviews and reference checks are completed and management provide an
induction for all new staff. Resources to support staff in their roles include position
descriptions, policies and procedures, handbooks and ongoing education. Staff performance is
monitored throughout a three month probation period and thereafter through observations of
practice, incidents and accidents, feedback and education requests. There are effective
processes to replace staff for planned and unplanned leave. Care recipients and their
representatives are satisfied with the care and services provided by staff.

1.7 Inventory and equipment

This expected outcome requires that "stocks of appropriate goods and equipment for quality
service delivery are available".

Team’s findings
The home meets this expected outcome

There is an effective system to ensure stocks of appropriate goods and required equipment is
available for staff and care recipients. Management ensure approved suppliers deliver
consumables to a regular order cycle and there are processes to maintain adequate stock
holding levels. Management identifies equipment needs through analysis of clinical data,
review of maintenance requests, meetings, feedback mechanisms, observations and visiting
professional services. Following the transfer of ownership, the organisation conducted a
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comprehensive review of all equipment, inventory and furnishing used in the home. There are
processes to ensure staff receive required education in the safe and effective use of new
products, inventory and equipment. The home maintains a preventive maintenance program
and a structured process to manage unscheduled repairs. Storage areas are organised, clean
and secure. Staff and care recipients are satisfied with the sufficiency and quality of inventory
supplies and equipment at the home.

1.8 Information systems

This expected outcome requires that "effective information management systems are in place".
Team’s findings

The home meets this expected outcome

Management has systems in place to ensure all stakeholders have access to current
information on the processes and activities at the home. Care recipients and representatives
receive information at entry and are kept up to date through regular meetings, noticeboards,
care consultations and interaction with staff and management. Staff have access to current
policies and procedures, information specific to their position and are kept informed through
scheduled meetings, memoranda, handover and noticeboards. There are processes to
routinely collect, analyse and make available key data and information to designated staff.
Electronic systems have restricted access and all data is stored on an offsite server.

Management are currently strengthening processes to ensure an effective archiving system is
in place. There are processes to maintain the confidentiality and security of staff and care
recipient information. Care recipients, their representatives and staff are satisfied the home
keeps them informed on aspects relating to the care and services provided.

1.9 External services

This expected outcome requires that "all externally sourced services are provided in a way that
meets the residential care service’s needs and service quality goals".

Team’s findings
The home meets this expected outcome

Management ensures externally sourced services are provided in a way that meets the
home’s needs and quality goals. The home maintains service agreements with a wide variety
of external service providers. External contractors provide evidence of qualifications,
certification and insurances as part of the contractual engagement and review process.

Management has processes to ensure external service providers meet their contracted
obligations as scheduled. Management monitors the quality of services through feedback
mechanisms. Contractors not fulfilling their obligations do not continue to provide services at
the home. Care recipients, their representatives and staff are satisfied with the services
provided by external contractors.
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Standard 2 — Health and personal care

Principle: Care recipients’ physical and mental health will be promoted and achieved at the
optimum level, in partnership between each care recipient (or his or her representative) and
the health care team.

2.1 Continuous improvement

This expected outcome requires that “the organisation actively pursues continuous
improvement”.

Team’s findings
The home meets this expected outcome

Management has a system in place that demonstrates improvements in the health and
personal care of care recipients. For a description of the system refer to expected outcome 1.1
Continuous improvement.

Recent improvements relevant to Standard 2 include:

o Management implemented the corporate wound management system and introduced
standardised wound management regimes and contemporary wound products that
reflect new technology and best practice. This has resulted in improved wound healing
times and a reduction in the frequency of dressing changes thereby decreasing
discomfort for care recipients. Ongoing review has ensured the latest wound products
are being used with onsite support, education and specialist advice provided by the
supplier.

o Management reviewed processes used in the home to maintain and manage skin
integrity. Following an audit of equipment, new pressure relieving mattresses, gel
pressure relieving cushions, booties and slide sheets were purchased. Most existing
linen was replaced with cotton knit bed linen and a new skin cream introduced.
Benchmarking records show the number of care recipient skin tear incidents and
instances of unexplained rashes has significantly reduced.

o Management observed inadequate instruction in relation to sensory loss. Staff were
required to complete an education package related to sensory loss and methodology for
testing of the senses. Equipment was purchased and a sensory kit established,
supported by instructions and guidelines. This has enabled a more effective assessment
of care recipient sensory needs and more effective strategies detailed in care plans.
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2.2 Regulatory compliance

This expected outcome requires that “the organisation’s management has systems in place to
identify and ensure compliance with all relevant legislation, regulatory requirements,
professional standards and guidelines about health and personal care”.

Team’s findings

The home meets this expected outcome

Management has a system in place to identify and meet regulatory compliance obligations in
relation to care recipient health and personal care. For a description of the system refer to

expected outcome 1.2 Regulatory compliance.

Examples of responsiveness to regulatory compliance relating to Standard 2 include the
following:

o There are documented protocols to manage and report the unexplained absence of a
care recipient.

o Nursing services are carried out by staff acting within their scope of practice.

o Nursing staff acting within their scope of practice assess, plan, manage and evaluate
care for care recipients.

o Management and staff demonstrate compliance with policy and legislative requirements
in relation to medication storage and management.
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2.3 Education and staff development

This expected outcome requires that “management and staff have appropriate knowledge and
skills to perform their roles effectively’.

Team’s findings

The home meets this expected outcome

Management demonstrates there are systems and processes to ensure all clinical and care
staff have appropriate skills to allow them to perform their individual roles effectively. For a
description of processes relating to education and staff development refer to expected
outcome 1.3 Education and staff development. Management and key staff monitor and
evaluate staff knowledge, competencies and observations of practice. Staff said they were
satisfied with the health and personal care education offered and confirmed they undergo skill
competencies.

Examples of education and training scheduled and attended in relation to Standard 2 include:
o Assessing sensory loss

o Behavioural management — dementia

o Diabetic management and blood glucose testing competencies

o Continence and skin integrity

o Medication management and competencies

o Pain management

Wound care.

2.4 Clinical care

This expected outcome requires that “care recipients receive appropriate clinical care”.
Team’s findings

The home meets this expected outcome

Registered, enrolled nurses and care staff provide clinical care according to their knowledge,
skills and scope of practice. Staff assess each care recipient on entry to the home according to
documented policies and procedures. Registered nurses develop individualised care plans for
each care recipient to guide staff in provision of care. Staff reassess care recipient’s needs on
a regular basis and in response to changes in the care recipient’s health status.

Senior clinical staff offer each care recipient or their nominated representative care
consultations. Care recipients and their representatives stated that nurses are available and
provide care as needed.
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2.5 Specialised nursing care needs

This expected outcome requires that “care recipients’ specialised nursing care needs are
identified and met by appropriately qualified nursing staff”.

Team’s findings
The home meets this expected outcome

Registered and enrolled nurses assess each care recipient to identify individual needs and
preferences for care. Clinical staff refer care recipients to visiting or external specialists as
needed. Registered nurses update and include information from specialists in care plans to
guide staff in providing care. Management ensures appropriate stocks and equipment is
available to meet the needs of care recipients who require specialised nursing care. Care
recipients and their representatives confirm registered and enrolled nurses are available at all
times and provide specialised nursing care as required.

2.6 Other health and related services

This expected outcome requires that “care recipients are referred to appropriate health
specialists in accordance with the care recipient’s needs and preferences”.

Team’s findings
The home meets this expected outcome

Clinical staff and the care recipient’s general practitioner initiate referrals to visiting and
external services. Services available include optical, audiology, dental, dietetics, speech
pathology, physiotherapy, palliative care, wound consultants and aged persons’ mental health
teams. Nursing staff update care recipients care plans to include relevant information and
communicate changes to appropriate staff. Care recipients and their representatives confirm
access to specialist services and that staff assist care recipients to attend internal or external
appointments.

2.7 Medication management

This expected outcome requires that “care recipients’ medication is managed safely and
correctly”.

Team’s findings
The home meets this expected outcome

Clinical staff assess each care recipient for the level of assistance required for safe
administration of medications. Care recipients who wish to self-medicate are assessed to
ensure they are safe to do so and are provided with secure storage for their medications.
General practitioners, pharmacists and registered nurses review care recipient’s medication
use on a regular basis and includes the review of ‘as required’ medications. Staff administering
medications participate in annual competency based education prior to being authorised to
administer medications. Management monitors and ensures safe medication administration
and storage occurs through a review of audits, incident reports and feedback from
stakeholders. Care recipients and their representatives confirm that staff assist and provide
medications to care recipients in a timely manner.
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2.8 Pain management

This expected outcome requires that “all care recipients are as free as possible from pain”.
Team’s findings

The home meets this expected outcome

Clinical staff and general practitioners assess each care recipient on entry to the home and on
a regular basis to ensure appropriate pain management strategies are in place. Staff identify
care recipients experiencing episodes of pain or discomfort and provide interventions based
on the care recipients’ preferences and in accordance with care plans or medical orders. Staff
refer care recipients to visiting physiotherapists who provide additional pain management
strategies. Appropriately skilled staff also provide gentle massage, heat packs and alternative
therapies as required. Care recipients and their representatives confirm staff identify episodes
of discomfort or pain experienced by care recipients and provide prompt interventions and
care.

2.9 Palliative care

This expected outcome requires that “the comfort and dignity of terminally ill care recipients is
maintained”.

Team’s findings
The home meets this expected outcome

Registered nurses in consultation with the care recipients and their representative identify
preferences for palliation and end of life wishes. General practitioners, palliative care
specialists and clinical staff monitor care recipients during this phase of illness. Management
monitors care to ensure individual preferences of each care recipient is met, discomfort is
managed and care is provided with dignity. Management provides appropriate equipment to
facilitate care provision including specialised equipment to enhance care recipient comfort.
Document review confirms care recipients and their representatives are encouraged and
supported to document end of life wishes and that staff provide care appropriately.

2.10 Nutrition and hydration

This expected outcome requires that “care recipients receive adequate nourishment and
hydration”.,

Team’s findings
The home meets this expected outcome

Staff assess each care recipient for their needs and preferences regarding meals and drinks
including likes/dislikes, cultural needs and allergies relating to food and fluids. Staff provide
texture modified meals and drinks as needed and refer care recipients who require modified
diets or supplements for assessment by visiting general practitioners, dietitians and speech
pathologists. Staff monitor care recipients for weight loss or gain and where appropriate
provide dietary supplements and initiate referrals. Catering staff and staff who assist with
meals are provided with appropriate and current information to ensure care recipient
preferences are respected and appropriate food and fluids given. Care recipients and their
representatives stated staff are aware of care recipient preferences and offer snacks and
drinks throughout the day and overnight.
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2.11 Skin care

This expected outcome requires that “care recipients’ skin integrity is consistent with their
general health’.

Team’s findings
The home meets this expected outcome

Staff assess each care recipient for risks relating to skin integrity and care plans are available
to care staff to guide them in providing care. Management ensures staff are able to access
appropriate pressure relief equipment, protective garments, wound products and diet
supplements based on each care recipient’s assessed needs. Dietitians, podiatrists and
wound consultants review care recipients as needed. Staff confirm access to pressure relief
equipment and wound products. Registered nurses and enrolled nurses attend to, monitor and
document wound care. Care recipients and their representatives stated they are satisfied with
how staff provide wound and skin care at the home.

2.12 Continence management

This expected outcome requires that “care recipients’ continence is managed effectively”.
Team’s findings

The home meets this expected outcome

Staff assess each care recipient for their continence needs and preferences on entry to the
home and on a regular basis. The home provides care recipients with appropriate continence
aids based on the care recipients’ assessed needs. Management provides equipment
including raised toilet chairs and handrails to assist care recipients to maintain their
independence where possible. Staff confirmed they have access to equipment and knowledge
of care recipient’s individual needs relating to continence management. Staff provide and
assist care recipients to maintain their dignity and independence where possible with toileting.
Care recipients and their representatives stated they are satisfied with how staff manage and
assist care recipients with continence care.

2.13 Behavioural management

This expected outcome requires that “the needs of care recipients with challenging behaviours
are managed effectively”.

Team’s findings
The home meets this expected outcome

Each care recipient undergoes behaviour assessments for any individual behaviour of
concern. Nursing staff develop care plans that include recommendations from general
practitioners, mental health specialists and allied health practitioners where applicable. Staff
monitor care recipients for ongoing and new behaviours and communicate effective
interventions to members of the care team. Staff attend education sessions to assist them in
providing appropriate interventions for care recipients demonstrating challenging behaviours.
Care recipients and their representatives confirm staff respond promptly if care recipients
demonstrate challenging behaviours.
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2.14 Mobility, dexterity and rehabilitation

This expected outcome requires that “optimum levels of mobility and dexterity are achieved for
all care recipients”.

Team’s findings
The home meets this expected outcome

Nursing staff and visiting physiotherapists assess care recipients for their individual needs and
risks relating to mobility, dexterity and rehabilitation. Staff offer group and individual exercise
programs to each care recipient based on their needs, abilities and preferences. The visiting
physiotherapist assesses each care recipient for their individual needs relating to level of
assistance and for use of assistive devices such as wheel chairs and walking aids.

Staff refer care recipients to the physiotherapist when care recipients' health status alter and to
assist in falls management. Care plans reflect individual interventions, type of aids and level of
assistance each care recipient may require. Care recipients and their representatives stated
they are satisfied with physiotherapy services provided at the home and the assistance
provided by staff and confirm staff check care recipient’s mobility aids for wear and tear.

2.15 Oral and dental care

This expected outcome requires that “care recipients’ oral and dental health is maintained”.
Team’s findings

The home meets this expected outcome

Staff provide oral and dental care and assistance to care recipients who require assistance
based on individually assessed needs and preferences. Staff are able to refer care recipients
to general practitioners and providers of dental services as necessary. Management ensures
appropriate oral care products and equipment is available. Staff provide assistance based on
individual care recipient needs and preferences. Care recipients and their representatives
stated staff assist care recipients with oral hygiene care as needed.

2.16 Sensory loss

This expected outcome requires that “care recipients’ sensory losses are identified and
managed effectively”.

Team’s findings
The home meets this expected outcome

Staff assess each care recipient for sensory loss associated with vision, hearing, touch, taste
and smell. The home has well lit corridors that are fitted with handrails to assist care recipients
to mobilise safely. Interventions required to minimise risk of injuries associated with sensory
loss are included in care plans. Care recipients are able to visit their practitioner of choice or
the visiting services according to their preferences. Care recipients and their representatives
stated staff assist care recipients with the fitting, cleaning and maintenance of sensory aids
and refer care recipients to specialists as needed.
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2.17 Sleep

This expected outcome requires that “care recipients are able to achieve natural sleep
patterns”.

Team’s findings
The home meets this expected outcome

Staff assess care recipients for their individual needs and preferences relating to rest and
sleep to assist care recipients to maintain or achieve natural sleep patterns. Staff offer care
supper and hot drinks throughout the evening according to their wishes. Care recipient’s
individual preferences for settling routines including their choice of clothing and rising and
settling times are included in care plans. Staff stated they provide refreshments according to
care recipient preferences and needs and that texture modified options are available at all
times. Care recipients confirm they are not disturbed unnecessarily overnight and that staff
provide assistance as needed.
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Standard 3 — Care recipient lifestyle

Principle: Care recipients retain their personal, civic, legal and consumer rights, and are
assisted to achieve control of their own lives within the residential care service and in the
community.

3.1 Continuous improvement

This expected outcome requires that “the organisation actively pursues continuous
improvement”.

Team’s findings
The home meets this expected outcome

Management has a system in place that demonstrates improvements in the area of lifestyle for
care recipients. For a description of the system refer to expected outcome 1.1 Continuous
improvement.

Recent improvements relevant to Standard 3 include:

o The kiosk area was restored following a care recipient request and suggestions from
staff. A new refrigerator was purchased to store chilled beverages for the care recipient
‘happy hour’ activity. Shelving and stock storage was reviewed to ensure adequate
space is available to hold snacks and other consumable items for these social
occasions. To support this, an online ordering system was implemented to optimise
stock holding and free up the time of lifestyle staff for care recipient activities. Staff and
care recipients spoke positively how the kiosk facilitated social interaction.

o During the implementation of new lifestyle documentation to bring the home in line with
corporate systems, staff received feedback from an audit in regard to individualising care
recipient needs and preferences. This led to a full review of all care recipients to ensure
plans of care clearly document needs, preferences, goals and strategies for each care
recipient. Management said staff feel better informed and provided examples of how this
has impacted positively on clinical outcomes such as behavioural management.

o An audit of existing palliative care processes led to the establishment of a new palliative
care kit. The kit includes cultural and spiritual information for the diverse nationalities of
the care recipients represented at the home, information on local community and
spiritual leaders, and contact details for palliative care support groups. To assist
representatives and staff, brochures have been accessed and are now also available in
various languages on different topics including grief and loss.
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3.2 Regulatory compliance

This expected outcome requires that “the organisation’s management has systems in place to
identify and ensure compliance with all relevant legislation, regulatory requirements,
professional standards and guidelines, about care recipient lifestyle”’.

Team’s findings

The home meets this expected outcome

Management has a system in place to identify and meet regulatory compliance obligations in
relation to care recipient lifestyle. For a description of the system refer to expected outcome

1.2 Regulatory compliance.

Examples of responsiveness to regulatory compliance relating to Standard 3 include the
following:

o Management provides information about rights to privacy and confidentiality to care
recipients, their representatives and staff.

o A review of policy and procedure followed changes to privacy legislation.

o Management has in place policy, procedure and guidelines in relation to elder abuse and
compulsory reporting and there are processes to make staff aware of their
responsibilities.

o The Charter of residents’ rights and responsibilities is displayed within the home.

o Management offer a residential agreement to care recipients or their nominated
representative at the time of entry.
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3.3 Education and staff development

This expected outcome requires that “management and staff have appropriate knowledge and
skills to perform their roles effectively’.

Team’s findings

The home meets this expected outcome

Management promotes continuing education and training to ensure staff have the skills and
competencies in relation to Standard 3 Care recipient lifestyle. For a description of the system
used for education and staff development, please refer to expected outcome 1.3 Education
and staff development. Staff said they are satisfied with the range of education topics provided
and particularly enjoy the workshops in relation to the lifestyle of care recipients.

Examples of education and training scheduled and attended in relation to Standard 3 include:
o Cultural diversity

o Grief and loss

o Leisure activities — dementia

o Privacy and dignity

o Sexuality in aged care.

3.4 Emotional support

This expected outcome requires that "each care recipient receives support in adjusting to life
in the new environment and on an ongoing basis".

Team’s findings
The home meets this expected outcome

Care recipients receive support in adjusting to life in the new environment and on an ongoing
basis. Assessment of care recipient’s emotional support needs and preferences occurs upon
entry to the home and staff develop care plans to communicate these needs. Regular reviews
occur by nursing and lifestyle staff with care plans updated as required. Referrals to general
practitioners and relevant health specialists occur if concerns about the care recipient’s
emotional health arise. Additional support may include visits from pastoral carers, religious
clergy and staff spending one-on-one time with care recipients. Staff expressed an awareness
of individual care recipients, emotional needs and preferences. Care recipients and their
representatives confirmed their satisfaction with the initial and ongoing emotional support care
recipients receive at the home.
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3.5 Independence

This expected outcome requires that "care recipients are assisted to achieve maximum
independence, maintain friendships and patrticipate in the life of the community within and
outside the residential care service".

Team’s findings
The home meets this expected outcome

Management and staff actively support care recipients to develop confidence and achieve
maximum independence, maintain friendships and participate in life within the home and in the
wider community. Assessment and care planning processes identifies the care recipient’s
cognitive, mobility and dexterity levels, any risk taking behaviours and preferences for social
interaction. Physiotherapy and exercise programs assist to maintain mobility and strength and
lifestyle programs include sensory stimulation activities and community outings. Staff assist
care recipients to attend community groups and entertain visitors. Supplied equipment aids
and utensils encourage independence and audits ensure the environment is free of hazards.
Care recipients said they are satisfied with the way staff encourage and support them to be
independent.

3.6 Privacy and dignity

This expected outcome requires that "each care recipient’s right to privacy, dignity and
confidentiality is recognised and respected".

Team’s findings
The home meets this expected outcome

The organisation respects each care recipient’s right to privacy, dignity and confidentiality and
outlines these rights in care recipient and staff handbooks, policies and procedures and in key
documentation. Care recipients or their representative sign consent forms for the release of
information and the use of care recipients photographs and names. The home provides single
or double bed rooms with ensuites, lockable drawers and privacy screens as required to
ensure the privacy and dignity of individual care recipients. There are internal and external
areas allowing for private activities and meetings with visitors. Staff keep confidential files in
secure areas and handover occurs discreetly. Care recipients and their representative
confirmed staff respect and maintain the privacy of care recipients.

3.7 Leisure interests and activities

This expected outcome requires that "care recipients are encouraged and supported to
participate in a wide range of interests and activities of interest to them".

Team’s findings
The home meets this expected outcome

Management and staff encourage and support care recipients to participate in a range of
activities and events both in groups and individually. Lifestyle profiles capture past and current
interests, preferences for social interaction, cultural, community and family links. Lifestyle care
plans document these choices and regular reviews reflect changes in the individual needs of
the care recipient. The activity program varies within the three areas of the home according to
care recipients’ preferences and includes music, pet, beauty and multi-sensory therapies, club
groups, bus outings, entertainers and special events. Activity evaluations, surveys, feedback
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and participation records monitor satisfaction with the program. Cultural and community
groups are welcomed at the home and care recipients receive assistance to attend outings
and to maintain individual hobbies. Friends and family are encouraged to be involved the in
their life at the home and to join in activities. Care recipients and their representative said staff
remind or assist care recipients to attend the daily activities and are satisfied with the variety of
activities offered at the home.

3.8 Cultural and spiritual life

This expected outcome requires that "individual interests, customs, beliefs and cultural and
ethnic backgrounds are valued and fostered".

Team’s findings
The home meets this expected outcome

Management and staff value and foster each care recipient’s interests, customs, beliefs and
cultural backgrounds. In consultation with the care recipient or their representative, staff
identify and record how the care recipient wishes to express their spirituality and cultural
practices. Care and lifestyle plans and other associated documentation identifies the
individualised cultural and spiritual needs of care recipients which, staff regularly review and in
response to any changed need. Regular cultural events, activities and religious services occur
in the home and staff support care recipients to attend church outside the home if they wish.
Language prompt cards are accessible where required and bi-lingual staff assist in
communicating with care recipients in their preferred language. Care recipients and
representatives said they have opportunities to engage in activities associated with their
cultural and spiritual beliefs and are satisfied with the support provided.

3.9 Choice and decision-making

This expected outcome requires that "each care recipient (or his or her representative)
participates in decisions about the services the care recipient receives, and is enabled to
exercise choice and control over his or her lifestyle while not infringing on the rights of other
people".

Team’s findings
The home meets this expected outcome

Care recipients and/or their representative have opportunities to participate in decisions about
the care and services provided and enabled to exercise choice and control regarding care
recipients lifestyle while not infringing on the rights of other people. Management and staff use
consultative processes to identify preferences and other specific requirements of care
recipients. Staff encourage care recipients to make choices, respect their decision and assist
where possible to achieve them based on their individual preferences. Monitoring processes
include informal interaction with care recipients and/or their representative, care and lifestyle
plan reviews and quality activities. Care recipients and their representatives said they are
satisfied with their participation in making decisions and choices about care, services and
other issues.
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3.10 Care recipient security of tenure and responsibilities

This expected outcome requires that "care recipients have secure tenure within the residential
care service, and understand their rights and responsibilities".

Team’s findings
The home meets this expected outcome

The home has a system to ensure care recipients have secure tenure within the home and
understand their rights and responsibilities. Care recipients and/or their representative receive
an information pack and explanation prior or during the entry phase and provided an
orientation of the home. Management offer each care recipient a residential agreement which
includes security of tenure information. Management informs care recipients and/or their
representative of any changes to fees and other arrangements through processes such
‘resident and representative’ meetings, newsletters, personal letters and further consultation
as required. Staff said they are aware of care recipients’ rights and are updated of any
changes. Care recipients and their representatives said management keeps them informed of
any changes and felt secure in the tenure of their care recipient.
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Standard 4 — Physical environment and safe systems

Principle: Care recipients live in a safe and comfortable environment that ensures the quality
of life and welfare of care recipients, staff and visitors.

4.1 Continuous improvement

This expected outcome requires that “the organisation actively pursues continuous
improvement”.

Team’s findings

The home meets this expected outcome

Management have a system in place that shows ongoing improvements in the area of physical
environment and safe systems. For a description of the system refer to expected outcome 1.1
Continuous improvement.

Recent improvements relevant to Standard 4 include:

Management initiated a full review of falls prevention and restraint processes following
observations that staff practices could be improved and equipment updated. An audit
was conducted by a preferred supplier of all equipment which led to the purchase of new
floor mats, electric to the floor beds, infra-red bed sensors and wireless cushion sensors
in order to minimise falls and improve care recipient safety. This was supported by an
extensive staff training program. Results show a significant reduction in falls, including
those care recipients classed as multiple fallers. Management said there has been a
marked improvement in staff knowledge, understanding, attitudes and practice in relation
to falls prevention.

Management conducted an audit of furniture and furnishings in care recipient rooms and
the living environment. This led to the replacement and purchase of items including new
furniture, larger televisions, bed spreads, new curtains and blinds. A number of feedback
forms received from care recipients and representatives express gratitude for an
improved living environment.

Catering staff provided feedback that the kitchen was underequipped and consequently
unable to deliver services to meet care recipients’ needs. Following an audit of
equipment and inventory a large number of items were purchased to meet this need,
including a deep fryer, trolleys, crockery, cutlery and cutting boards. Staff were delighted
by the responsiveness of management in enabling them to conduct catering services in
an effective manner.
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4.2 Regulatory compliance

This expected outcome requires that “the organisation’s management has systems in place to
identify and ensure compliance with all relevant legislation, regulatory requirements,
professional standards and guidelines, about physical environment and safe systems”.
Team’s findings

The home meets this expected outcome

Management has a system in place to identify and meet regulatory compliance obligations in
relation to the physical environment and safe systems. For a description of the system refer to

expected outcome 1.2 Regulatory compliance.

Examples of responsiveness to regulatory compliance relating to Standard 4 include the
following:

o Staff store chemicals safely and current material safety data sheets are available.

o Staff follow relevant protocols in relation to compliance with food safety regulations and
guidelines.

o Management meet requirements for annual essential services safety measures
reporting.

o There are policy, procedure and guidelines in relation to fire emergencies and processes
to educate staff about their responsibilities.
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4.3 Education and staff development

This expected outcome requires that “management and staff have appropriate knowledge and
skills to perform their roles effectively’.

Team’s findings
The home meets this expected outcome

Management promotes continuing education to ensure staff and management at the home
have appropriate knowledge and skills to perform their role effectively in relation to physical
environment and safe systems. The education program includes annual compulsory education
and other competencies relating to the physical environment and safe systems. For a
description of the system used for education and staff development, please refer to expected
outcome 1.3 Education and staff development. Staff said they are satisfied with the
educational opportunities available in relation to the provision of a safe and comfortable
environment.

Examples of education and training scheduled and attended in relation to Standard 4 include:

o Chemical training

Fire and emergency training
o Food safety refresher

. Heat wave management

o Hazard identification

o Infection control.

4.4 Living environment

This expected outcome requires that "management of the residential care service is actively
working to provide a safe and comfortable environment consistent with care recipients’ care
needs".

Team’s findings
The home meets this expected outcome

Management is actively working to provide a safe and comfortable environment for care
recipients’ care and lifestyle needs. The home has single or double bedrooms with an ensuite
and staff encourage care recipients to personalise their rooms with small items of furniture and
personal mementos. Care recipients have access to furnished and comfortable communal and
smaller private areas in each wing with shaded outdoor living areas within secure settings. The
home presents clean, uncluttered and well maintained with comfortable temperature
maintained. Scheduled programs include the safety, security, maintenance and cleaning of the
home and other reactive processes. Management routinely monitors the living environment
through quality activities, regular inspections, observations and stakeholder feedback. Staff
expressed knowledge and a proactive approach in ensuring a safe environment and in the
reporting of near misses, potential hazards or incidents. Care recipients and their
representatives expressed satisfaction with the comfort and safe environment provided to
meet care recipient needs.
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4.5 Occupational health and safety

This expected outcome requires that "management is actively working to provide a safe
working environment that meets regulatory requirements”.

Team’s findings
The home meets this expected outcome

Management and staff demonstrate they actively work to provide a safe working environment
consistent with the organisation’s policy, regulatory requirements and industry guidelines.

Processes that reinforce occupational health and safety include policies and procedures,
meetings, hazard and incident reporting, maintenance requests, risk assessments, quality
activities and monitoring by safety representatives. Staff have access to appropriate inventory,
equipment, education and resources to promote safe work practice. The occupational health
and safety committee meets regularly and is comprised of staff drawn from all areas within the
home. Minutes of meetings and documentation shows key issues are discussed and actions
are taken as a result of feedback and reporting mechanisms. Staff store chemicals safely in
secure storage areas and have access to current material safety data sheets. Staff expressed
knowledge of safe work practices and said they actively participate in ensuring a safe work
environment for all.

4.6 Fire, security and other emergencies

This expected outcome requires that "management and staff are actively working to provide an
environment and safe systems of work that minimise fire, security and emergency risks".

Team’s findings
The home meets this expected outcome

Management and staff actively provide a safe environment and incorporate safety services
and practices to minimise fire, security and emergency risks. Maintenance and specialist
services regularly service and maintain emergency and firefighting equipment. Exits and
egress routes are free from obstruction, exit signage is illuminated and annual fire training
regularly occurs. Staff have access to an evacuation kit and a current care recipient
evacuation list with documented emergency procedures such as, heatwave management,
power failure and most other internal and external threats. The home has keypad security with
perimeter doors checked at night. Management utilise stakeholder feedback, internal and
external audits and inspections to identify risks. Staff said they receive training in emergency
response and expressed their knowledge of evacuation procedures and other emergencies.
Care recipients and their representatives said they are were informed of what to do in the
event of an evacuation and care recipients feel safe living at the home.

4.7 Infection control

This expected outcome requires that there is "an effective infection control program".
Team’s findings

The home meets this expected outcome

Management has a system in place to ensure there is an effective infection control program.
Policies and procedures to guide staff practice include a food safety program, outbreak

guidelines and pest control procedures. There are sufficient hand washing facilities and
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processes to ensure sufficient supplies of personal protective equipment and gastroenteritis
kits. Pest control services visit regularly and there are effective processes to dispose of
general and hazardous waste. Mandatory training includes infection control and safe food
handling and staff undertakes regular hand washing competencies. Management inform care
recipients and representatives of their responsibilities in minimising the spread of infection and
offer care recipients and staff annual vaccinations against influenza. Infection data is collected,
trended and analysed and where required triggers review of staff practice and products and
equipment used. Care recipients are satisfied with the infection control practice of staff.

4.8 Catering, cleaning and laundry services

This expected outcome requires that "hospitality services are provided in a way that enhances
care recipients’ quality of life and the staff’s working environment".

Team’s findings
The home meets this expected outcome

Management has effective systems in place to enable the provision of hospitality services that
enhance care recipients’ quality of life and the staff working environment. All food is prepared
on site and served to care recipients in dining rooms or the care recipient’s room. Dietitian
input influences the menu and alternatives are always available should care recipients choose
not to eat what is on offer. All meals are prepared and served taking into consideration
individual medical requirements, food allergies and personal preferences.

There is a process to ensure this information is kept current. Cleaning occurs according to
schedules and there is a system to accommodate ad hoc cleaning requirements. Linen and
personal laundry is completed onsite and all care recipients are offered a labelling service to
minimise the likelihood of lost property. Monitoring processes for hospitality services include
internal and external audits, feedback mechanisms and temperature records. Processes to
encourage care recipient input into hospitality services include meeting forums, feedback
forms and regular contact with the chef. Care recipients and their representatives said they are
satisfied with the cleaning, laundry and catering services provided.
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