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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 - Site; the Assessment Contact - Site report was informed by a site assessment, observations at the service, review of documents and interviews with staff, consumers/representatives and others.
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The provider’s response to the Assessment Contact - Site report received 8 March 2021.
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Ongoing assessment and planning with consumers
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Personal care and clinical care
Consumer outcome:
1. I get personal care, clinical care, or both personal care and clinical care, that is safe and right for me.
Organisation statement:
2. The organisation delivers safe and effective personal care, clinical care, or both personal care and clinical care, in accordance with the consumer’s needs, goals and preferences to optimise health and well-being.
Assessment of Standard 3
To understand the consumer’s experience and how the organisation understands and applies the requirements within this Standard, the Assessment Team sampled the experience of consumers – their care plans and assessments were reviewed and staff were asked about how they ensure the delivery of safe and effective care for consumers. The team also examined relevant documents.
Overall, sampled consumers considered that they receive personal care and clinical care that is safe and right for them. 
For example:
· Consumers interviewed confirmed that they receive the care they need. One consumer said staff keep them comfortable and manage their pain. Another consumer told the Assessment Team the staff are working with them to improve their pressure injury which they had prior to them entering the service.
· All consumers interviewed confirmed they have access to a doctor or other health professional when they need it. The service organises other health services to visit or assists consumers to access required health services externally, such as specialist allied health services and medical consultants. A geriatrician visits the service on request from the medical officer. 
· All consumers were satisfied that they were receiving good care and services, including the consumers with high impact, high prevalence risks. 
· The Assessment Team’s general observation was that staff were delivering care in partnership with consumers which was appropriate to their day to day needs and preferences. Consumers were well groomed and dressed appropriately, seated comfortably or moving around the service freely with appropriate aids. Consumers appeared to be engaged in activities of interest periodically throughout the day. Staff said attending these activities was important for the consumers well-being, maintaining mental health, lifestyle and as a behaviour management technique.  
Not all requirements were assessed and therefore an overall rating for the Quality Standard is not provided.
Assessment of Standard 3 Requirements 
Requirement 3(3)(a)	Compliant
Each consumer gets safe and effective personal care, clinical care, or both personal care and clinical care, that:
(i) is best practice; and
(ii) is tailored to their needs; and
(iii) optimises their health and well-being.
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Personal care and clinical care
The Assessment Team identified the service delivers safe and effective care to the consumer that is best practice, tailored to their needs, and optimises their health and wellbeing. This is evident by consumer care planning documents which demonstrate best practice in aspects of care, including the management of pressure injuries and pain. The service also demonstrated a reduction in the use of psychotropic medications and chemical restraint, which were identified as concerns in the service’s previous site audit. 
All consumers interviewed felt their care and services were optimised to their health and wellbeing. Staff interviewed were able to describe their processes to enable consumers to receive safe and effective care, and the resources available to them to ensure they follow best practice. 
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Feedback and complaints
I find this requirement is Compliant. 
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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
To understand the consumer’s experience and how the organisation understands and applies the individual requirements within this Standard, the Assessment Team spoke with consumers about their experience of the staff, interviewed staff, and reviewed a range of records including staff rosters, training records and performance reviews.
Overall, consumers interviewed stated there were minimal delays in response times and there is an adequate number of staff. Staff interviewed responded similarly to the consumer feedback.
The Assessment Team identified there were still unfilled shifts at the service, but consumers did not raise this as a concern and the provider has demonstrated they have ongoing efforts to address this concern. 
Not all requirements were assessed and therefore an overall rating for the Quality Standard is not provided.
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 identified that the service has a workforce that is planned to enable the delivery and management of safe and quality care and services. This is evident from the consumer feedback whom all stated there was an adequate number of staff to deliver timely and safe care. Staff interviewed also described adequate staffing levels and that vacant shifts were filled, and described management working to recruit further staff and regularly informing them of the recruitment strategy.  
The Assessment Team reviewed the roster of staff and identified that there were a number of unfilled shifts in the last fortnight. Consumer feedback did not indicate this had impacted on the delivery of safe and quality care and services. The provider stated that they were unable to fill them using internal and agency staff at the time, however, they have since recruited a number of new staff whom are ready to commence and reduce the number of these unfilled shifts. Furthermore, recruitment efforts are continuing beyond this new cohort of staff. 
On balance, the available evidence indicates that the service has made improvements since the Commission’s last site audit to ensure that they have a workforce that is sufficient, and is skilled and qualified, to provide safe, respectful and quality care of services. Whilst the service still has unfilled shifts, it does not appear to have had an adverse effect on consumers or staff sampled.
I therefore find this requirement is Compliant. 
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Human resources

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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