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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.
[bookmark: _Hlk27119087]Overall assessment of this Service
	[bookmark: _Hlk27119070]Standard 1 Consumer dignity and choice
	

	Requirement 1(3)(e)
	Compliant

	Standard 2 Ongoing assessment and planning with consumers
	Compliant

	Requirement 2(3)(a)
	Compliant

	Requirement 2(3)(b)
	Compliant

	Requirement 2(3)(c)
	Compliant

	Requirement 2(3)(d)
	Compliant

	Requirement 2(3)(e)
	Compliant

	Standard 3 Personal care and clinical care
	

	Requirement 3(3)(a)
	        Compliant

	Requirement 3(3)(b)
	Compliant

	Requirement 3(3)(d)
	Compliant

	Requirement 3(3)(e)
	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 (Quality Review); 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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Consumer dignity and choice
Consumer outcome:
1. I am treated with dignity and respect, and can maintain my identity. I can make informed choices about my care and services, and live the life I choose.
Organisation statement:
2. The organisation:
(a) has a culture of inclusion and respect for consumers; and
(b) supports consumers to exercise choice and independence; and
(c) respects consumers’ privacy.
Assessment of Standard 1
The service demonstrated it has systems and processes in place for providing information to each consumer that is current, accurate and timely. This occurs from when consumers commence with the service and is on-going. Care managers maintain regular contact with consumers/representatives to help them understand the care and services available, fees and charges and the consumer’s right. Consumers/representatives confirmed they discuss the needs goals and preferences of the consumers with the service and consumers are supported to exercise choice regarding the care and services delivered.
One (1) of the six specific requirements of this Standard was assessed and I have found it to be compliant. As all requirements were not assessed an overall rating for this Quality Standard is not provided.
Assessment of Standard 1 Requirements 
Requirement 1(3)(e)	Compliant
Information provided to each consumer is current, accurate and timely, and communicated in a way that is clear, easy to understand and enables them to exercise choice.
The Assessment Team found the service was able to demonstrate consumers are receiving information which is current, accurate, clear and easy to understand, That this supports consumers to make choices around care and services. The information pack for consumers was seen to be updated including information on services provided, consumer rights, fees and charges. This updated version is being provided to all consumers.
All consumers were seen to have a current care plan and reviews had taken place according to the service’s policy. Each consumer and/or their representative has been provided with a copy of the consumer’s current care plan and where relevant updated care plans.  
Consumers/representatives said they have regular contact with their care managers and confirmed they have had reassessments and reviews this year.
Based on the information provided I find that the approved provider is compliant with this requirement.
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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:
2. 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
The Assessment Team reported consumers and their representatives said they participate in the assessment of their care needs and in the ongoing planning of the care and services they require.  
The Assessment Team identified the service has refined the assessment and care planning process. This is to ensure the delivery of safe and effective care and services, that meet the needs, goals, and preferences of consumers. This includes identifying and managing any clinical care needs and/or additional services to support the consumer to remain living as independently as possible. Care and services are coordinated in collaboration with the consumer and their representative with a view to optimising the consumer’s overall health and wellbeing. 
The Assessment Team reported care and services are monitored and consumers with high care or complex needs, including clinical requirements, medication management, wound care and mobility issues are discussed weekly by the care manager and the regional manager. A new handover process has been implemented. Care staff report daily on the services they have provided to the consumer and additional supports are discussed with the consumer or their representative in response to feedback from care staff.
The organisation has transitioned to a new consumer records management system to ensure a holistic approach to assessment and care planning. Training has been provided to care managers and relevant staff regarding the process and documentation requirements. 
This Quality Standard is assessed as compliant as all five specific requirements of this Standard have been assessed as compliant.
Assessment of Standard 2 Requirements 
Requirement 2(3)(a)	Compliant
Assessment and planning, including consideration of risks to the consumer’s health and well-being, informs the delivery of safe and effective care and services.
The Assessment Team reported that consumers and representatives said they have recently participated in an assessment of their care needs to inform planning of the care and services they require. They said staff take the time to listen and consult with them on how they would like to be supported. They provided examples of how care and services are planned to take account of their circumstances and the level of assistance individual consumers require to remain living at home as independently as possible. Staff were able to describe the assessment and care planning process. 
A suite of tools has been implemented to facilitate the comprehensive assessment of each consumer’s current circumstances. Triggered assessment tools are available to ascertain clinical care needs, such as self-administration of medication, continence and bowel management and pain and wound management. 
A home safety risk assessment is completed initially and then annually to identify potential risk and facilitate referral to address issues. Referrals are initiated as required in response to identified risk and promote safety and security of the consumer’s home environment. A process is in place to manage non-response to a scheduled visit. 
Based on the information provided I find that the approved provider is compliant with this requirement.
Requirement 2(3)(b)	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 reported consumers and their representatives said that they have discussed their current needs, goals and preferences as part of the assessment process. They confirmed they are able to request changes to the care and services and how these will be delivered in line with their changing needs. They advised that the service is flexible and responsive to their requests. They confirmed they are provided with information on advance care planning and how to make their wishes known.
Care managers have been provided with additional training to ensure each consumer’s needs, goals and preferences are discussed in detail with them or their representative. Care planning includes gathering information about each consumer’s life story and the things that make them happy, in order to ensure understanding of their goals and preferences and to guide staff when providing care and services. 
Based on the information provided I find that the approved provider is compliant with this requirement.
Requirement 2(3)(c)	Compliant
The organisation demonstrates that assessment and planning:
(i) is based on ongoing partnership with the consumer and others that the consumer wishes to involve in assessment, planning and review of the consumer’s care and services; and
(ii) includes other organisations, and individuals and providers of other care and services, that are involved in the care of the consumer.
Consumers and their representatives interviewed confirmed the service has worked in consultation with them to arrange care and services to meet their assessed needs, goals and preferences. They described the other services involved in their care and the communication processes followed.
The Assessment Team comprehensively reviewed the care services for two high care needs consumers. They found complex clinical needs were addressed through assessment and referral. Equipment was assessed and purchased, and referrals to other services such as occupational therapy and an audiologist were seen to have occurred. Services were provided in line with the consumers wishes and needs. 
Based on the information provided I find that the approved provider is compliant with this requirement.
Requirement 2(3)(d)	Compliant
The outcomes of assessment and planning are effectively communicated to the consumer and documented in a care and services plan that is readily available to the consumer, and where care and services are provided.
The Assessment Team reported consumers and representatives said the service discusses the consumer’s needs, goals and preferences with them and provides a copy of the care plan setting out how the care and services will be provided.
Each consumer has a home file containing their current care plan, which staff refer to when attending the consumer. Care plans have been updated following comprehensive reassessment in partnership with consumers and/or their representative. 
Staff report any changes or deterioration in the consumer’s condition to the care manager for follow-up action. Consumer records sighted by the Assessment Team show appropriate action is taken and in a timely manner. 
Based on the information provided I find that the approved provider is compliant with this requirement.
Requirement 2(3)(e)	Compliant
Care and services are reviewed regularly for effectiveness, and when circumstances change or when incidents impact on the needs, goals or preferences of the consumer.
The Assessment Team reported each consumer’s care needs have been formally reassessed in 2020 to ascertain their current circumstances and inform the review of their care plan. Consumers and representatives interviewed confirmed that have participated in a formal reassessment of their care needs and the services they require to remain living as independently as possible. They said that the service takes appropriate action in response to incidents or changes in the consumer’s overall health and wellbeing. They advised they know who their care manager is and are able to speak with them when their circumstances change. 
Regular assessment cycles are in place or more often as required in response to each consumer’s changing needs and circumstances. Care managers receive weekly reports identifying consumers who are due for reassessment and/or whose reassessments are overdue
Based on the information provided I find that the approved provider is compliant with this requirement.
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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
The Assessment Team reported consumers/representatives told them they are satisfied with the care and services consumers are receiving. They said the staff are very kind and caring. They said they are able to contact the service to discuss any changes to consumer care needs and indicated the service is responsive.
The service has systems in place for the delivery of safe and effective care and services that meet the needs, goals, and preferences of consumers. This includes identifying and managing high impact and high prevalence risks and recognising and responding to deterioration or change in health and wellbeing. The information about the consumer’s needs and preferences is effectively communicated to those who have the responsibility for the delivery of care.
Management and staff confirmed the care and services are delivered by trained staff and the care is monitored by the care managers. They explained risks are assessed by the care manager and any strategies they need to follow to manage the risk are noted in the care plan. Care staff report daily on the services they have provided and the consumers they have assisted. Any incidents, changes in consumers health or other significant events are noted in the consumer’s file and followed up as appropriate.
Four of the seven six specific requirements of this Standard were assessed and I have found them all to be compliant. As all requirements were not assessed an overall rating for this 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.
The Assessment Team reported consumers/representatives said they are satisfied with the care and services consumers are receiving. They said the staff are very kind and caring.
Management explained the care and services are delivered by trained staff and the care is monitored by the care managers. Care staff report daily on the services they have provided and dated notes are kept of incidents, changes to consumer’s health, communications with consumers, and other significant information and events. 
The Assessment Team comprehensively reviewed the ongoing care for a further four consumers. A review of consumer files shows they are receiving the care that is best practice, tailored to their needs and which optimises their health and well-being. 
Based on the information provided I find that the approved provider is compliant with this requirement.
Requirement 3(3)(b)	Compliant
Effective management of high impact or high prevalence risks associated with the care of each consumer.
The Assessment Team reported the service was able to demonstrate that it effectively manages high impact and high prevalence risks associated with the care of each consumer. The care manager explained that risks for consumers are identified through the assessment process. Any strategies care staff require to manage risks are noted in the consumer’s care plan. For consumers who are diabetic, first aid guides for diabetes are included in their consumer folder, to guide staff in the event of a hyperglycaemic or hypoglycaemic episode. Health monitoring is conducted as required
All consumers have a falls risk assessment when they commence with the service. Consumers who choose to self-administer medication are assessed for competency. 
Based on the information provided I find that the approved provider is compliant with this requirement.
Requirement 3(3)(d)	Compliant
Deterioration or change of a consumer’s mental health, cognitive or physical function, capacity or condition is recognised and responded to in a timely manner.
The Assessment Team reported that the care manager explained how care staff report daily on the services they have provided and the consumers they have assisted. Any incidents, changes in consumers health or other significant events are noted in the consumer’s file and followed up as appropriate. The care manager said the service has access to registered nurses to provide a clinical review of consumers as needed. Where a change in care needs and the delivery of care occurs, the care plan is updated, in consultation with the consumer/representative, and care staff are informed. 
Consumers/representatives interviewed said they are able to contact the service to discuss any changes to consumer care needs and indicated the service is responsive. 
Based on the information provided I find that the approved provider is compliant with this requirement.
Requirement 3(3)(e)	Compliant
Information about the consumer’s condition, needs and preferences is documented and communicated within the organisation, and with others where responsibility for care is shared.
The Assessment Team reported the service demonstrated information about the individual consumer’s condition, needs and preferences is being documented and communicated within the organisation, and with others where responsibility for care is shared.
The care manager said there is ongoing contact with consumers and care plans are reviewed and updated on a periodic basis. Staff have access to care plans through the electronic documentation system and the hardcopy consumer files. Staff report to the care managers on a daily basis. They are informed of any changes by text message or email and care plans are updated.
Based on the information provided I find that the approved provider is compliant with this requirement.
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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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