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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Thank you for taking the opportunity to read and consider the draft guidance material that has been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 (This information will not be published)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

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

Organisation name:

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

@ Yes, | give consent (O No, | don't give consent

4. Where do you live, or, where does your organisation operate?
Please select all that apply
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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 Do you have any specific suggestions in relation to the draft guidance for Standard 1: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?

Consumer dignity and choice are important aspects for the Agency to monitor.

Some considerations for this Standard:

- The more policy and procedures required to meet these requirements, the more staff time will be taken out of resident
areas.

- It will require policy development, additional procedures and staff training and familiarisation to implement the policies.
- Then additional time with residents and consumers to identify their particular choices which will then have to be written
up and placed in the various plans for implementation.

- Residents and consumers come with varying understanding of the processes and abilities to participate in them giving
the recorder an opportunity to decide on the resident's behalf.

- It should be recognised that the Care Staff are often under resourced and where the culture of an organisation is not
imbedded in daily operations, various systems are put into place that may not reflect the organisation's policy and
procedures.

- The emphasis on policy and procedure development moves organisations away from resident/consumer centred care
model and creates a policy bank that Accreditors take considerable time to review, while in an organisation.

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?

See Question 5 response.
Planning with consumers is an important aspect of consumer centred care, however consumer fatigue of these processes
may need to be considered, along with the resources available within the organisation to address the consumer's wishes.
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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?

See question 5's response.

The consumer centred care systems should be the starting point for organisation to develop staffing and operating
systems. The institutionalisation of consumers to meet the needs of staff and resources of the organisation should be a
significant concern/target for Accreditors.

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?

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

See the response for question 5

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

Feedback and complaints? If so, what are they?

Feedback and complaints are an important aspect of consumer centred care but the action taken to address these issues
is the key to good outcomes. The emphasis on organisation's Boards being involved in the resolution of consumer's
issues places responsibility for consumer care at the highest levels.
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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?

As already mentioned, staff are often under resourced and develop their own systems. These systems are carried out by
task driven people and care driven people, which usually creates ongoing conflict in the workplace as their methods are
very different.

| think staff education prior to starting in a position is very basic and does not provide the understanding required to
develop an effective consumer centred care system. The availability of people to fill positions in aged care can be an
issue, particularly with appropriate skills and attitude.

Staff education on the job, could be based on 'this is how it is done here' model.

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

Organisational governance? If so, what are they?

| think the more the Boards are involved in the planning of consumer based systems and measuring outcomes the better

for the organisation.
This may lead to the education of board members so they understand the balance between resource availability and the

consumer care systems to achieve the best possible outcomes for consumers.
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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?

| found the guidance material very repetitive.
There were a number of generalisations, such as, appropriately skilled staff, appropriate numbers of staff, which will create

differences between organisations.
Some statements were not clear as to what is expected from the organisation.

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?

I would like to see more emphasis on consumer centred care and organisations clearly showing how this is developed up
into care plans and staffing numbers. In the past it has been clear that residents have become institutionalised to meet

staff and organisational systems.
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15. Do you have any other feedback on the guidance material?

Instead of the policy and procedure model which takes a lot of energy out of an organisation, perhaps a framework of
requirements would allow more staff time for consumer care to actually meet their needs.

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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