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Introduction

Thank you for taking the opportunity to read and consider the draft guidance material that has been
developed to support providers of aged care services to meet the new aged care quality standards.
We welcome your feedback.

Once completed please save and send this completed form by email to qualityagencypolicy@aacqga.
gov.au

Should you require additional support to complete this form, please contact the Australian Aged Care
Quality Agency via email qualityagencypolicy@aacqa.gov.au or via phone on 1800 288 025.

1. What is your email address? (This information will not be published)

Email:

2. Are you answering on behalf of an organisation? If so, please provide your
organisation’s name

@ Yes, on behalf of an organisation @ No, not on behalf of an organisation

Organisation name: ACT Disability, AgedandCarerAdvocacyService(ADACAS)

3. Do you give consent for your submission to be published in whole or part?

@ Yes, | give consent @ No, | don’t give consent

4. Where do you live, or, where does your organisation operate?
Please select all that apply



mailto:qualityagencypolicy%40aacqa.gov.au?subject=Draft%20Guidance%20-%20Feedback
mailto:qualityagencypolicy%40aacqa.gov.au?subject=Draft%20Guidance%20-%20Feedback
mailto:qualityagencypolicy%40aacqa.gov.au?subject=Draft%20Guidance%20-%20feedback

Australian Government

Australian Aged Care Quality Agency

5. Do you have any specific suggestions in relation to the draft guidance for Standard 1:
Consumer dignity and choice? If so, what are they?

Pageb: no definition of advocacyis includedeventhoughthereis referenceo theword in thedocumentCoulda
definition of advocacybeprovidedto thereader?;

Page8: 1.3: perhapseferenceshouldbeincludedherein relationto supportedlecisionmakingapproachesothat
consumersireenabledo makea balancedlecisionrelatingto the managemernaf risk;

Page9: underthetitle “Dignity andRespect1 would includethe point: “the humanright of self determinationhow
peoplecanstill makedecisionabouttheir own lives”;

Page9: In thesection‘identity, cultureanddiversity”, | would includeatthe endof the paragraphi..andbeingableto
accessnformationin alanguageheycanunderstand”;

Page9: underthe heading‘choice”, the secondoint discussepeopleneedingsupportto makeandcommunicate
decisionsin this sectionl would be morespecificandincludereferenceso supportediecision-makingindadvocacyas
toolsto achievethis objective;

Pagel0: underthe heading‘dignity of risk”: mentionshouldbe madethatbalancedisk in everyone'dife can
contributeto aperson’squality of life andenjoymentof theirhumanrights;

6. Do you have any specific suggestions in relation to draft guidance for Standard 2:

Ongoing assessment and planning with consumers? If so, what are they?

Page29: underthe“reflective questions’sectionl would includeareferencdo accesso advocacy;

Page36; under“supportingstrategies’l would includeunderthethird pointreferencdo ensuringthatthe staff havethe
skills to learnandcommunicatesffectively no matterwhatthe culture;

Page37: staff membersieedto receivecross-culturatompetencyraining,on aregularbasis;
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7. Do you have any specific suggestions in relation to draft guidance for Standard 3:
Personal care and clinical care? If so, what are they?

Pageb2: Underthe section“supportingstrategies’l would include“helping peoplewith dementiao be keptsafewhile
balancingtheir right to self determinatiorandto havesomedegreeof risk in their lives”;

Page52: attheendof SupportiveStrategies wouldincludea point stating“ongoingtrainingasnewapproachewith
regardgo dementiecareareresearchednddeveloped”;

Pageb4: | would includethe pointunder‘SupportingStrategies'telatingto the actionthatis takenwhenanolder
persorsuffersafall;

Page58: underthe point “establishgoals...”| would includetakinginto accountheperson’sability to communicate;
Page62: | would includein this sectionreferenceo implementingarightsbasedapproachAt theendof thepageunder
theheadind'reflective questionsl would includea pointrelatingto educatiorandtrainingin restrictivepracticeand
humanrights;

Page73: requiremenB.7 shouldincludeareferenceo allowing accesgo advocate$or consumersf agedcare;
Pageb8: underthe point “establishgoals...”| would includetakinginto accountthe person’sability to communicate;
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8. Do you have any specific suggestions in relation to draft guidance for Standard 4:

Services and supports for daily living? If so, what are they?

Page79: shouldbeareferencao advocacy;

PageB2: under“SupportingStrategies’l wouldincludeareferenceo observingandaskingrelativesandfriendsabout
whatmakesa meaningfullife for thatpersorwhenthepersonis unableto communicate;

PageB9: advocacyis ableto helpthe persornto expressheir preferenceandthusshouldbe mentionechere;

Paged2: under“SupportingStrategies’l wouldincludereferencdo advocates;

Paged5: | would includereferenceo consultingwith family andfriendsandcarerswith regardgo aperson’s
preferencesvherethe personis unableto communicateThereshouldbeincludedreferencedo taking noteof people’s
dietarypreferencesndallergies;

Page99: arightsbasedrameworkis essentiato createa feelingof ‘safety’;




Australian Government

Australian Aged Care Quality Agency

9. Do you have any specific suggestions in relation to draft guidance for Standard 5:
Organisation’s service environment? If so, what are they?

Pagel00: supportingstrategie®nceagainneedgo referenceesortto provideadvocacyto consumers;

10. Do you have any specific suggestions in relation to draft guidance for Standard 6:

Feedback and complaints? If so, what are they?

Pagel10: Point6.3: thereshouldbeincludedin this pointthe needfor advocateso be ableto work confidentiallywith
their clients,without interferenceérom serviceproviders;

Pagelll:in encouragingonsumerso beableto providefeedback/complainteferenceshouldbe madeto assuring
consumershattheywill notfaceretribution.In providingsupportto consumerspleasencludereferencedo advocates
andinterpreters;

Pagelll:whereit states’'making surethe consumefeelscomfortableandsafeto makea complaint”’add“and not at
risk of facingretribution”;

Pagelll:mentionthe pointthatthe consumeretainstheright to remainanonymousn makinga complaint;

Pagell13:underrequiremen®.1it shouldstatethatconsumerganalsoaccessadvocateso providefeedbackandmake
complaints;

Pagel13:oneof the pointsshouldincludereinforcingwith staffthatconsumersvill notfaceretributionfor makinga
complaint;

Pagel13:underthesubijectitle “reflective questions'’it shouldincludethe pointthatgroupcomplaintsby residents
with thehelnof anadvocateshoiildhe siinnortedwhererentiired:
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11. Do you have any specific suggestions in relation to draft guidance for Standard 7:
Human resources? If so, what are they?

Pagel27:staffingnumbersshouldnot be dictatedby profit consideration®ut moredueto the needsandwantsof the
consumers;

Pagel32;includethe necessityor including crossculturalcompetencyraining;

Pagel35:includeatleastoneregisterechurserosteredbn atall times;

12. Do you have any specific suggestions in relation to draft guidance for Standard 8:

Organisational governance? If so, what are they?

Pagel53:atrequiremens.2includereferenceo arightsbasedramework.
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13. On a scale of 1to 10 (1 being not clear at all and 10 being very clear)
how clear is the guidance material overall?

What would make it clearer?

14. Are there any gaps in the guidance material? If yes, what else should be included in

the guidance material, to help aged care service providers to meet the draft new Aged
Care Quality Standards?

Overallthisis avery rights-focusedlocumentfocusingon the essentiatights of olderpeopleandhow they canbe
interpretedn a standard$ormat,which all agedcareproviderscanwork to attain.Thereis referencdo conceptsuchas
supportediecision-makingexpreswishesof theolderpersonaswell asreferenceso advocacybeingall positive
elementof thedocumentHowever,it is submittecthatstrongerreferenceso the supportthatadvocacycanbe
providedto the olderpersomeedso bereinforcedto a greatedegreehroughouthe documentAdvocacyis mentionec
butvery rarely: perhapswo or threetimesin a 166 documentlt is submittecthatin orderto achievethe standards,
advocacyis thelynch pin, helpingolderpeopleto havea voice andaccessheir humanrights. By incorporating
advocacyinto theapproactof providingcareandservicego olderpeople it becomegasieffor serviceprovidersto
reachthe standardshataredetailedin thisdocument.
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15. Do you have any other feedback on the guidance material?

Once completed please save and send this completed form by email to qualityagencypolicy@aacaa.
gov.au

If you wish to contribute more information than the feedback boxes will allow, please attach a Word
document or write to us in the body of your email.

Should you require additional support to complete this form, please contact the Australian Aged Care
Quality Agency via email qualityagencypolicy@aacqa.gov.au or via phone on 1800 288 025.

Thank you for participating in the survey.
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	Position Title 12: ACT Disability, Aged and Carer Advocacy Service (ADACAS)
	Yes/No: 1
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	Evidence 52: 
Page 5: no definition of advocacy is included even though there is reference to the word in the document. Could a definition of advocacy be provided to the reader?; 

Page 8: 1.3: perhaps reference should be included here in relation to supported decision making approaches so that consumers are enabled to make a balanced decision relating to the management of risk; 

Page 9: under the title “Dignity and Respect” I would include the point: “the human right of self determination: how people can still make decision about their own lives”;

Page 9: In the section “identity, culture and diversity”, I would include at the end of the paragraph “..and being able to access information in a language they can understand”; 

Page 9: under the heading “choice”, the second point discusses people needing support to make and communicate decisions. In this section I would be more specific and include references to supported decision-making and advocacy as tools to achieve this objective; 

Page 10: under the heading “dignity of risk”: mention should be made that balanced risk in everyone’s life can contribute to a person’s quality of life and enjoyment of their human rights; 

Page 10:  in the section titled “Information”: I would end this paragraph “in a language that they can understand”; 

Page 11: within the list of special needs individuals, I would include the group “people who have been institutionalised as children”; 

Page 11: under the section “supporting strategies” I would include the provision of cross-cultural capacity building as well as indigenous training;

Page 12: under the “reflective questions” section, I would include reference to advocacy; 

Page 13: under the section “policies and practices”, I would include a reference to their right to self-determination; 

Page 13: under the section “policies and practices”, the last point I would include would be “in a language that they can understand”; 

Page 15: in the first four points, I would include in the references to decision making to include supported decision making as well as advocacy; 

Page 15: in the “supporting strategies” I would include the point “accessing advocates and the role of the advocate”;

Page 17: under “consumer experience” I would include in the last point a reference to advocacy when it speaks about having someone to represent their interests;

Page 22: the point under “supporting strategies” should include reference to the use of bilingual advocates and carers; 

	Evidence 51: Page 29: under the “reflective questions” section I would include a reference to access to advocacy; 

Page 36; under “supporting strategies” I would include under the third point reference to ensuring that the staff have the skills to learn and communicate effectively no matter what the culture;

Page 37: staff members need to receive cross-cultural competency training, on a regular basis; 

	Evidence 50: 
Page 52: Under the section “supporting strategies” I would include “helping people with dementia to be kept safe while balancing their right to self determination and to have some degree of risk in their lives”; 

Page 52: at the end of Supportive Strategies I would include a point stating “ongoing training as new approaches with regards to dementia care are researched and developed”; 

Page 54: I would include the point under “Supporting Strategies” relating to the action that is taken when an older person suffers a fall; 

Page 58: under the point “establish goals…” I would include taking into account the person’s ability to communicate; 

Page 62: I would include in this section reference to implementing a rights based approach. At the end of the page under the heading “reflective questions” I would include a point relating to education and training in restrictive practice and human rights; 

Page 73: requirement 3.7 should include a reference to allowing access to advocates for consumers of aged care; 
Page 58: under the point “establish goals…” I would include taking into account the person’s ability to communicate; 

Page 62: I would include in this section reference to implementing a rights based approach. At the end of the page under the heading “reflective questions” I would include a point relating to education and training in restrictive practice and human rights; 

Page 73: requirement 3.7 should include a reference to allowing access to advocates for consumers of aged care; 

Page 79: should be a reference to advocacy; 

Page 82: under “Supporting Strategies” I would include a reference to observing and asking relatives and friends about what makes a meaningful life for that person when the person is unable to communicate; 

Page 89: advocacy is able to help the person to express their preferences and thus should be mentioned here; 

Page 92: under “Supporting Strategies” I would include reference to advocates; 
Page 95: I would include reference to consulting with family and friends and carers with regards to a person’s preferences where the person is unable to communicate. There should be included reference to taking note of people’s dietary preferences and allergies; 

	Evidence 49: 
Page 79: should be a reference to advocacy; 

Page 82: under “Supporting Strategies” I would include a reference to observing and asking relatives and friends about what makes a meaningful life for that person when the person is unable to communicate; 

Page 89: advocacy is able to help the person to express their preferences and thus should be mentioned here; 

Page 92: under “Supporting Strategies” I would include reference to advocates; 
Page 95: I would include reference to consulting with family and friends and carers with regards to a person’s preferences where the person is unable to communicate. There should be included reference to taking note of people’s dietary preferences and allergies; 

Page 99: a rights based framework is essential to create a feeling of ‘safety’; 

	Evidence 48: Page 100: supporting strategies once again needs to reference resort to provide advocacy to consumers; 

	Evidence 47: Page 110: Point 6.3: there should be included in this point the need for advocates to be able to work confidentially with their clients, without interference from service providers; 

Page 111: in encouraging consumers to be able to provide feedback/complaints reference should be made to assuring consumers that they will not face retribution. In providing support to consumers, please include reference to advocates and interpreters; 

Page 111: where it states “making sure the consumer feels comfortable and safe to make a complaint” add “and not at risk of facing retribution”; 

Page 111: mention the point that the consumer retains the right to remain anonymous in making a complaint; 

Page 113: under requirement 6.1 it should state that consumers can also access advocates to provide feedback and make complaints; 

Page 113: one of the points should include reinforcing with staff that consumers will not face retribution for making a complaint; 

Page 113: under the subject title “reflective questions” it should include the point that group complaints by residents with the help of an advocate should be supported, where required; 

Page 114: include the additional point that staff members know how to access an advocate; 

Page 115: Under the point “evidence of” I would include the point “how many complaints and feedback has been received, how they have been actioned or resolved to the parties’ satisfaction; 

Paget 117: one of the points at the top of the page should include that advocates can be resorted to where required and wanted; 

Page 119: at the point where it states that advocacy services visit and present at the service such visits should include information about advocacy targeting friends, family and staff; 

Page 123: feedback the changes that are made as a result of the complaints back to those who had made the complaints in the first place, if appropriate; 

	Evidence 46: Page 127: staffing numbers should not be dictated by profit considerations but more due to the needs and wants of the consumers; 

Page 132; include the necessity for including cross cultural competency training; 

Page 135: include at least one registered nurse rostered on at all times; 

	Evidence 45: 
Page 153: at requirement 8.2 include reference to a rights based framework.
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	Evidence 43: 
	Evidence 44: Overall this is a very rights-focused document, focusing on the essential rights of older people and how they can be interpreted in a standards format, which all aged care providers can work to attain. There is reference to concepts such as supported decision-making, express wishes of the older person as well as references to advocacy, being all positive elements of the document. However, it is submitted that stronger references to the support that advocacy can be provided to the older person needs to be reinforced to a greater degree throughout the document. Advocacy is mentioned but very rarely: perhaps two or three times in a 166 document. It is submitted that in order to achieve the standards, advocacy is the lynch pin, helping older people to have a voice and access their human rights. By incorporating advocacy into the approach of providing care and services to older people, it becomes easier for service providers to reach the standards that are detailed in this document. 
	Evidence 53: 


