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	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.
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the provider’s response to the Assessment Contact - Site report received          16 June 2021.
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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.
The Assessment Team found that overall consumers and representatives interviewed are satisfied with the care provided and were complimentary of staff. The service has since implemented improvements to address some of the deficits found since the last site visit. These improvements include providing safe and effective personal care that is consistent with best practice in management of pain, wound care and physical restrictive practices (formerly restraint) restraint. All consumers have up to date pain assessments and charts that have been completed in line with best practice guidelines. 
However, evidence gathered by the Assessment Team indicated the service does not demonstrate that each consumer is provided best practice, safe and effective care in relation to medication administration relating to pain management and behaviour management. In addition, the service was unable to demonstrate personal care is tailored to each consumer’s needs to ensure their health and well-being when consumers’ behaviours are not managed effectively.
Assessment of Standard 3 Requirements 
Requirement 3(3)(a)	Non-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.
The Assessment Team found the service was unable to demonstrate it provides each consumer with safe and effective clinical care that is tailored to consumers’ needs and in line with best practice in relation to correct administration of medication, and timely changes to pain management medication according to the consumers’ requirements. In contrast, consumers/representatives were otherwise satisfied and reported positively regarding personal and clinical care at the service.
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The Assessment Team by reviewing consumer records found that medication management required improvement. The Assessment Team found that one consumer was not provided the correct increase in pain medication as prescribed by a doctor. A pharmacy error that did not increase pain medication for a consumer that was prescribed the increase was not readily identified by the service which resulted in considerable delays to the provisions of the pain medication for the consumer. In addition, the Assessment Team found for one consumer that there was a discrepancy between consumer personal care preferences as their care plan was different to their personal care assessment. 
However, the Assessment Team noted that behavioural plans for one consumer were reflective of their behavioural needs and there was an awareness that the consumer’s pain was a trigger for negative behavioural responses, which the service was trying alternative methods and therapies.  
The Approved Provider submitted information to address the issues raised by the Assessment Team. It is acknowledged that the Approved Provider has actioned lessons learned from the pharmacy error and has put into place new actions to prevent this from occurring again. In addition, the Approved Provider has made considerable improvements in pain management and medication management. However, there is still evidence from the Assessment Team on the day of the assessment that improvements need to be made to improve medication and pain management.
I am of the view that the Approved Provider does not comply with this requirement as it has not demonstrated that 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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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.
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.
· Evaluate and continuously improve medication and pain management, including lessons learned.
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