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Overall assessment of this Service
	[bookmark: _Hlk27119070]Standard 2 Ongoing assessment and planning with consumers
	Non-compliant

	Requirement 2(3)(b)
	Non-compliant

	Standard 4 Services and supports for daily living
	

	Requirement 4(3)(b)
	Compliant



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
· the provider’s response to the Assessment Contact - Site report received            4 September 2020.
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Ongoing assessment and planning with consumers

Consumer outcome:
1. I am a partner in ongoing assessment and planning that helps me get the care and services I need for my health and well-being.
Organisation statement:
1. The organisation undertakes initial and ongoing assessment and planning for care and services in partnership with the consumer. Assessment and planning has a focus on optimising health and well-being in accordance with the consumer’s needs, goals and preferences.
Assessment of Standard 2
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 – reviewing their care planning documents in detail, asking consumers about how they are involved in care planning, and interviewing staff about how they use care planning documents and review them on an ongoing basis.
Most of the sampled consumers and representatives considered that they feel like partners in the ongoing assessment and planning of the consumer care and services. For example, most of the consumers and representatives interviewed confirmed that they are involved in the consumer’s care planning to some extent, are generally informed about the outcomes of care planning and assessment and staff know what is important to the consumer.
While most consumers and representatives confirmed that advanced care planning have been discussed with them, some of them said this discussion has not taken place since the consumer’s admission to the service.
While the service’s approach to care assessment outlined goals and interventions and aims to meet the consumer’s personal and clinical care needs, there was consistent evidence that care assessment plans do not always identify or address each consumer’s current needs or preferences including advanced care and end of life planning.
Information reviewed in the service’s complaints and feedback documents evidenced that some consumers and their representatives are not always consulted or proactively engaged at the time decisions are made about the consumer’s care. 
While advanced care directives were completed for some consumers whose general condition was identified to progressively deteriorate and who were identified as palliating, these directives were not immediately incorporated into the corresponding palliative plan or end of life care plan. 
Care planning and assessments were not promptly updated or reviewed for consumers including those who returned to the service following prolonged hospital admission or as required by the service’s care planning and assessment policy.
The Quality Standard is assessed as Non-compliant as one of the five specific requirements have been assessed as Non-compliant. A decision of non-compliant in one or more requirements results in a decision of Non-Compliant for the Quality Standard.
Assessment of Standard 2 Requirements 
Requirement 2(3)(b)	Non-compliant
Assessment and planning identifies and addresses the consumer’s current needs, goals and preferences, including advance care planning and end of life planning if the consumer wishes.
The Assessment Team found that care planning and assessment documentation does not always identify or address each consumer’s current needs or preferences including advanced care and end of life planning. The Assessment Team reviewed several care plans and while care planning documents generally detailed most consumer’s needs, goals and preferences several deficits were identified in most of the sampled consumer files. For example, changes to consumers care needs are not always immediately reflected or addressed in their care planning and assessment documentation. This includes consumers returning from hospital with changes in their functional ability, medications and mental state. 
In its response the approved provider gave some clarity on the information submitted but generally acknowledged the findings of the Assessment Team. Further, it provided a continuous improvement plan outlining actions to be taken in response to the assessment contact, and evidence that several care plans and assessments have been updated since the Assessment Contact. Some of the improvement activities identified included implementation of a hospital return checklist, review of the care plan policy, further training on identifying the deteriorating resident and review and update of care plans.
I acknowledge the approved provider’s response and the improvements it has or will implement. However, I note that some improvement activities were still in process and some activities which had occurred had taken place after the Assessment Contact. I consider that at the time of the Assessment Contact the approved provider was not compliant with this requirement, and that the improvements identified will take time to become embedded and to been sustainable.
I find this requirement is non-compliant.
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Services and supports for daily living

Consumer outcome:
1. I get the services and supports for daily living that are important for my health and well-being and that enable me to do the things I want to do.
Organisation statement:
1. The organisation provides safe and effective services and supports for daily living that optimise the consumer’s independence, health, well-being and quality of life.
Assessment of Standard 4
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 – observations were made, consumers were asked about the things they like to do and how these things are enabled or supported by the service and staff were asked about their understanding and application of the requirements. The team also examined relevant documents.
Overall sampled consumers considered that they get the services and supports for daily living that are important for their health and well-being and that enable them to do the things they want to do.
Not all requirements were assessed and therefore an overall rating for the Quality Standard is not provided.
Assessment of Standard 4 Requirements 
Requirement 4(3)(b)	Compliant
Services and supports for daily living promote each consumer’s emotional, spiritual and psychological well-being.
The service demonstrated there are systems and processes to promote each consumers emotional, spiritual and psychological well-being.

The consumers/representatives interviewed confirmed their emotional, spiritual and psychological needs, goals and preferences are supported. A review of  the lifestyle program has been undertaken with a focus on promoting consumer independence and rehabilitation. Management explained external services are now being used more often for consumer emotional and psychological well-being, such as geriatricians, an outreach team from the local health service and Dementia Support Australia. The Assessment Team confirmed that the lifestyle care plans demonstrate these approaches have resulted in improved care plans, and observed staff interacting with consumers in a professional and caring manner. 
I have reviewed these findings and consider that the approved provider is compliant with this requirement.

Areas for improvement
Areas have been identified in which improvements must be made to ensure compliance with the Quality Standards. This is based on non-compliance with the Quality Standards as described in this performance report.
Standard 2
Requirement 2(3)(b)	
Assessment and planning identifies and addresses the consumer’s current needs, goals and preferences, including advance care planning and end of life planning if the consumer wishes.
· Ensure that assessment and planning identifies and addresses the consumer’s current needs, goals and preferences, including but not limited to advance care planning and end of life planning, following return from hospital or when changes to care needs occur.
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