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Performance report prepared by
M Murray, delegate of the Aged Care Quality and Safety Commissioner.
Publication of report
This Performance Report will be published on the Aged Care Quality and Safety Commission’s website under the Aged Care Quality and Safety Commission Rules 2018.
Services included in this assessment
[bookmark: HcsServicesFullListWithAddress]Home Care:
· Gippsland Lakes Community Health, 18804, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Gippsland Lakes Community Health, 18804, 281-283 Main Street, BAIRNSDALE VIC 3875
CHSP:
· Allied Health and Therapy Services, 4-B3F193X, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Personal Care, 4-B3GCFIB, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Domestic Assistance, 4-B3F197C, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Flexible Respite - Care Relationships and Carer Support, 4-B3F19AQ, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Home Maintenance, 4-B3F19E4, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Meals, 4-B3GCF0M, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Nursing, 4-B3GCF41, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Other Food Services, 4-B3GCFEX, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Social Support Group, 4-B3GCFP6, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Social Support Individual, 4-B3IB0P3, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Specialised Support Services, 4-B3IB0SH, 18-26 Jemmeson Street, LAKES ENTRANCE VIC 3909
· Allied Health and Therapy Services, 4-B3F193X, 281-283 Main Street, BAIRNSDALE VIC 3875
· Domestic Assistance, 4-B3F197C, 281-283 Main Street, BAIRNSDALE VIC 3875
· Flexible Respite - Care Relationships and Carer Support, 4-B3F19AQ, 281-283 Main Street, BAIRNSDALE VIC 3875
· Home Maintenance, 4-B3F19E4, 281-283 Main Street, BAIRNSDALE VIC 3875
· Meals, 4-B3GCF0M, 281-283 Main Street, BAIRNSDALE VIC 3875
· Nursing, 4-B3GCF41, 281-283 Main Street, BAIRNSDALE VIC 3875
· Other Food Services, 4-B3GCFEX, 281-283 Main Street, BAIRNSDALE VIC 3875
· Personal Care, 4-B3GCFIB, 281-283 Main Street, BAIRNSDALE VIC 3875
· Social Support Group, 4-B3GCFP6, 281-283 Main Street, BAIRNSDALE VIC 3875
· Social Support Individual, 4-B3IB0P3, 281-283 Main Street, BAIRNSDALE VIC 3875
· Specialised Support Services, 4-B3IB0SH, 281-283 Main Street, BAIRNSDALE VIC 3875


Overall assessment of this Service
	[bookmark: _Hlk27119070]Standard 6 Feedback and complaints
	

	Requirement 6(3)(c)
	Compliant

	Standard 8 Organisational governance
	

	Requirement 8(3)(c)
	Compliant
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Detailed assessment
This performance report details the Commissioner’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 - Desk; the Assessment Contact - Desk report was informed by review of documents and interviews with staff, consumers/representatives and others
the provider’s response to the Assessment Contact - Desk report received 15 December 2021
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Feedback and complaints
Consumer outcome:
1. I feel safe and am encouraged and supported to give feedback and make complaints. I am engaged in processes to address my feedback and complaints, and appropriate action is taken.
Organisation statement:
2. The organisation regularly seeks input and feedback from consumers, carers, the workforce and others and uses the input and feedback to inform continuous improvements for individual consumers and the whole organisation.
Assessment of Standard 6
An overall compliance finding for the Quality Standard is not provided as only one of the four specific requirements which form this Standard was assessed at this visit. 
The requirement assessed, and the corresponding compliance finding is outlined below. 
Assessment of Standard 6 Requirements 
Requirement 6(3)(c)	Compliant
Appropriate action is taken in response to complaints and an open disclosure process is used when things go wrong.
The Assessment Team provided evidence that the approved provider has taken appropriate actions to address deficits previously identified in this Requirement.
The Assessment Team reviewed the actions undertaken and their implementation and found staff have improved their knowledge base on how to respond and action complaints.  
Consumers have various avenues to make complaints and the team spoke with a consumer who said they were satisfied with the actions taken by the service in response to their complaint. 
While the improvements to the system are relatively new and a small number of complaints have been actioned under the new protocols, based on the evidence of the Assessment Team the approved provider complies with this requirement.
[bookmark: _GoBack]
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Organisational governance
Consumer outcome:
1. I am confident the organisation is well run. I can partner in improving the delivery of care and services.
Organisation statement:
2. The organisation’s governing body is accountable for the delivery of safe and quality care and services.
Assessment of Standard 8
An overall compliance finding for the Quality Standard is not provided as only one of the five specific requirements which form this Standard was assessed at this visit. 
The requirement assessed, and the corresponding compliance finding is outlined below. 
Assessment of Standard 8 Requirements 
Requirement 8(3)(c)	Compliant
Effective organisation wide governance systems relating to the following:
(i) information management;
(ii) continuous improvement;
(iii) financial governance;
(iv) workforce governance, including the assignment of clear responsibilities and accountabilities;
(v) regulatory compliance;
(vi) feedback and complaints.
The Assessment Team provided evidence that the approved provider has taken appropriate actions to address deficits previously identified in this Requirement.
The Assessment Team spoke with the management team at the service who outlined an enhanced framework for oversight of contracted services. Audits are being undertaken to ensure the service continues to meet legislative requirements. 
Management outlined that following feedback the organisation’s invoice template has been revised. 
The Assessment Team sighted registers and various documents which satisfactorily demonstrated the service is monitoring its systems in relation to governance.
Based on the evidence summarised above the approved provider complies with this requirement.
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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