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Overall assessment of this Service
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	Non-compliant

	Requirement 7(3)(a)
	Non-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 - 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 16 July 2020
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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 Assessment Team did not assess all requirements and therefore an overall rating for the Quality Standard is not provided.
Assessment of Standard 7 Requirements 
Requirement 7(3)(a)	Non-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.
Most sampled consumers interviewed, considered that they get quality care and services when they need them and from people who are knowledgeable, capable and caring. While consumers said staff are mostly wonderful and caring, they are rushed off their feet and consumers have to wait for assistance. Some reported negative outcomes for their health and wellbeing due to having to wait longer than is optimal for assistance with toileting and meal delivery. Call bell response times for week 8 June indicate an average of approximately 3.35 minutes but 342 response times greater than 15 minutes. Clinical indicators for May 2020 demonstrate increases in clinical incidents including unwitnessed falls, negatively impacting consumers, which could be indicative of a failure to meet this requirement. 
Seven out of ten staff members interviewed said they feel rushed, could not complete their tasks during their shift and have to stay back regularly. Multiple staff told the Assessment Team that frequently they are not able to take their two breaks and could only manage to have one break. Clinical and care staff said they work short on most days. They said this makes it very difficult to provide appropriate care to consumers. This is especially difficult for consumers requiring two or three staff to assist. There is a high staff turnover and an RN stated that trying to replace staff per shift takes time away from care provision. Staff rosters and staff allocation sheets for  8-21 June 2020 show that out of 94 shifts, 31 shifts were unfilled, and on only two out of the 14 days were all the vacant shifts filled, while the remaining 12 days staff worked short with up to 5 vacancies in a day. In addition, rosters indicated some staff are working overtime at unsafe level.
The response from the approved provider disputed that safe quality care was not being provided. The approved provider submitted a very comprehensive response to the issues in the assessment team’s report and described the difficulties with recruiting and retaining staff and filling vacancies for both planned and unplanned leave. The response from the approved provider did not sufficiently address the issue of staff working unsafe hours, the number of unfilled shifts in June and call bell response times over 15 minutes resulting in waits experienced by consumers and how this impacts their health and wellbeing.
Whilst Management (organisational and service based) are committed to improvement and are actively trying to address the situation through recruitment and staff education the initiatives in place have not been fully successful in addressing staffing shortfalls to ensure the delivery of safe and quality care and services. Key positions including the permanent care manager, registered nurse and chef role are not yet filled. A roving clinical operations manager is supporting with clinical outcomes two – three days a week. 
While the service has made considerable progress in relation to this requirement and some consumers / representatives gave feedback that the staffing level is improving, there are still concerns from some consumers and staff about the number and mix of staff numbers and the impact this has on consumers.  
Based on the evidence (summarised above), the Assessment Team finds that this requirement is not met.
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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.
Requirement 7(3)(a)
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.
Ensure sufficient staffing levels to ensure the delivery of safe and quality care and services. 
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