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Publication of report
This Performance Report may be published on the Aged Care Quality and Safety Commission’s website under the Aged Care Quality and Safety Commission Rules 2018.
Overall assessment of this Service
	[bookmark: _Hlk27119070]Standard 7 Human resources
	Compliant

	Requirement 7(3)(a)
	Compliant
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Detailed assessment
This performance report details the Commission’s assessment of the provider’s performance, in relation to the service, against the Aged Care Quality Standards (Quality Standards). The Quality Standard and requirements are assessed as either compliant or non-compliant at the Standard and requirement level where applicable.
The report also specifies areas in which improvements must be made to ensure the Quality Standards are complied with.
The following information has been taken into account in developing this performance report:
the Assessment Team’s report for the Assessment Contact - Desk; the Assessment Contact - Desk report was informed by review of documents and interviews with consumers, representatives, management and staff
the provider’s response to the Assessment Contact - Desk report received 13 July 2020.
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Consumer dignity and choice
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Human resources
Consumer outcome:
1. I get quality care and services when I need them from people who are knowledgeable, capable and caring.
Organisation statement:
2. The organisation has a workforce that is sufficient, and is skilled and qualified, to provide safe, respectful and quality care and services.
Assessment of Standard 7
The Quality Standard is assessed as Compliant as one of the five specific Requirements has been assessed as Compliant. An overall assessment of all Requirements in this Standard was not completed. 
The purpose of the Assessment Contact was to assess the performance of the service in relation to Requirement (3)(a) in this Standard. This Requirement was found Non-compliant following an Assessment Contact - Site conducted 4 February 2020. 
The Assessment Team recommended Requirement (3)(a) in Standard 7 as met. I have considered the Assessment Team’s findings, the evidence documented in the Assessment Team’s report and the provider’s response to come to a view of compliance with Standard 7 and find the service is Compliant with Requirement (3)(a). 
At an Assessment Contact - Site on 4 February 2020, in relation to Standard 7 Requirement (3)(a), the Decision Maker considered the number of consumers and/or representatives who provided the Assessment Team with feedback indicating their dissatisfaction with the planning and continuity of staff, the knowledge of replacement staff and the timeframe windows for services to commence. Additionally, the provider was not able to demonstrate through their feedback and newly implemented systems that the current processes to manage the workforce were effective in meeting the needs and preferences of consumers and/or representatives. The service has implemented a range of actions to address the deficiencies identified which I have detailed below.

Assessment of Standard 7 Requirements 
Requirement 7(3)(a)	Compliant
The workforce is planned to enable, and the number and mix of members of the workforce deployed enables, the delivery and management of safe and quality care and services.
The Assessment Team’s report provided evidence of actions taken to address deficiencies identified at the service’s last assessment and have recommended this Requirement as met. The Assessment Team’s report outlined the following actions and improvements implemented since the last Assessment Contact – Site, including:
Introduction of a Planning and Forecasting Analyst team to improve planning and continuity of services. 
Introduction of a Customer Continuity report to identify those consumers who have many support workers providing services to them. Contact is made with consumers to ascertain whether they are satisfied with the number of staff providing services or if they have any concerns.
Introduction of an unfilled visit log to assist Planning and Forecasting staff to identify consumers who may have unassigned visits. The log is reviewed daily and discussions with consumers regarding their requirements undertaken. The schedule is then reviewed to provide consumers with ongoing and permanent staff to provide services to them.
Changes have been made to the business rules. If necessary, staff can now be permanently rostered across several neighbourhoods. A shift bidding system has been introduced and permanent and casual staff can bid for shifts. These changes have resulted in a reduction of agency staff usage. 
Flexible service times in consultation with consumers have been introduced. This provides certainty to consumers about the timeframe in which services will be provided. Changes cannot be made to the flexible service times without the consumer’s approval. 
The provider’s response demonstrated they agreed with the Assessment Team’s findings.
In relation to Standard 7 Requirement (3)(a), documentation viewed, and information provided to the Assessment Team by consumers, representatives and staff through interviews demonstrated:
Five of 10 consumer representatives contacted were identified from the previous Assessment Contact report. All stated they have seen improvements with the continuity of staff and services provided. All consumers said staff are polite and respectful, they generally receive services from the same group of staff members and are advised when there are changes to staff providing services. 
Support staff described how they receive information about their schedule and each consumer’s specific care and service requirements. Additionally, staff described new processes that have been implemented, such as the new shift bidding system through which they are able to obtain additional shifts. The service has processes to ensure shifts are replaced in response to staff shortfalls and to plan and review the workforce to ensure delivery of care and services to consumers. 
The organisation has monitoring processes in relation to Standard 7 Requirement (3)(a) to ensure the workforce is planned to enable, and the number and mix of members of the workforce deployed enables, the delivery and management of safe and quality care and services.
For the reasons detailed above, I find the provider, in relation to ACH Group – North East Services - Newton, does comply with requirement (3)(a) in Standard 7.
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Organisational governance

Areas for improvement
There are no specific areas identified in which improvements must be made to ensure compliance with the Quality Standards. The provider is, however, required to actively pursue continuous improvement in order to remain compliant with the Quality Standards. 
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