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Consumer outcome
5 (1)	� I feel I belong and I am 

safe and comfortable 
in the organisation’s 
service environment.

Organisation statement

5 (2)	 �The organisation provides 
a safe and comfortable 
service environment that 
promotes the consumer’s 
independence, function 
and enjoyment.

Organisation’s service environment
Standard 5 �| 

Requirements
5 (3)		� The organisation demonstrates 

the following:
5 (3)		 (a)	� The service environment 

is welcoming and easy 
to understand, and optimises 
each consumer’s sense 
of belonging, independence, 
interaction and function.

5 (3)		 (b)	�� The service environment: 
			   (i)	� is safe, clean, well maintained 

and comfortable; and
			   (ii)	� enables consumers to move 

freely, both indoors 
and outdoors.

5 (3)		 (c)	� Furniture, fittings and equipment 
are safe, clean, well maintained 
and suitable for the consumer.

Meaning of service environment
An organisation’s service environment means 
the physical environment through which 
care and services are delivered, but does 
not include an individual’s privately owned 
or occupied home at which in-home services 
are provided.
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Purpose and scope 
of the Standard
Standard 5 applies to the physical service 
environment that the organisation provides 
for residential care, respite care and day 
therapy centres. It doesn’t apply to home 
care services where the environment is 
the consumer’s home. And it doesn’t apply 
to other environments that consumers visit, 
such as bowling clubs or libraries.
This Standard is for organisations providing 
a physical service environment. It makes 
sure that the service environment, furniture 
and equipment support a consumer’s quality 
of life, as well as their independence, ability 
and enjoyment. This means that the service 
environment suits the consumer’s needs 
and is clean, comfortable, welcoming and 
well maintained. It includes how the safety 
and security, design, accessibility and layout 
of the service environment encourage 
a sense of belonging for consumers. 

This Standard covers how an organisation’s 
service environment:
• �supports the consumer’s ability to take part 
in the community and engage with others

• �minimises confusion so consumers can 
recognise where they are and see where 
they want to go 

• �encourages consumers to make their living 
areas more personal 

• �welcomes consumers and their family 
or visitors and provides spaces for culturally 
safe interactions with others 

• �is safe, well maintained and clean
• �helps consumers to move freely 
in the environment (including access 
to outdoor areas)

• �subtly reduces risk where needed so safety 
features don’t dominate the environment 

• �provides security arrangements in line with 
best practice to protect consumers when 
lawful and necessary.

The furniture, fittings and equipment 
provided at the service are also covered 
by this Standard. It is expected that these 
are safe, clean, well maintained and suitable 
for the consumer.
This Standard doesn’t replace work, health 
and safety laws, or requirements under 
building legislation. 

Organisation’s service environment
Standard 5 �| 
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Standard 1
A well considered service 
environment promotes consumers’ 

independence, privacy and cultural safety.

 
Standard 7
The workforce focus on maintaining 
a physical environment which is 

safe, comfortable and welcoming promotes 
consumers enjoyment of their surroundings.

 
Standard 8
The organisation’s governing body 
is accountable for the delivery of 

safe and quality care, services and supports, 
including the physical environment in which 
these are delivered.

Linked Standards
Standard 5 links to:

Organisation’s service environment
Standard 5 �| 

Assessment against 
this Standard
For each of the requirements, 
organisations need to demonstrate 
that they:
• understand the requirement
• �apply the requirement, and this 

is clear in the way they provide care 
and services

• �monitor how they are applying 
the requirement and the outcomes 
they achieve

• �review outcomes and adjust their 
practices based on these reviews 
to keep improving.
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Resources and references
• �Dementia Training Australia (2017). 
Environmental Design Resources. 
Richard Fleming and Kirsty Bennett. 
University of Wollongong. 1

• �‘Long-term care for people with dementia: 
environmental design guidelines’, 
International psychogeriatric, vol. 22, no. 7, 
pp. 1084-96, 2010. Richard Fleming and 
Natin Purandare. University of Wollongong. 2

• �Victorian Government, Department of 
Health. Dementia Friendly Environments 3

• �Alzheimer’s WA, How to design dementia-
friendly care environments 4

Relevant legislation 
• �Aged Care Act 1997 (Cth), User Rights 
Amendment (Charter of Aged Care Rights) 
Principles 2019

1		 https://www.dta.com.au/wp-content/uploads/2017/02/Intro_Resource1-31.1.17.pdf
2		 https://pdfs.semanticscholar.org/49bf/a44d8a5cb54943a6bea071f9fc1e6347bb5f.pdf
3		 https://www2.health.vic.gov.au/ageing-and-aged-care/dementia-friendly-environments
4		 https://www.alzheimerswa.org.au/wp-content/uploads/2017/06/Helpsheet-Environment03_HowToDesign_english.pdf

Organisation’s service environment
Standard 5 �| 
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The service environment 
is welcoming and easy to 
understand, and optimises 
each consumer’s sense of 
belonging, independence, 
interaction and function.

Standard 5 
Requirement (3)(a)

122
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Reflective questions

How does the organisation ask for  
advice to create a welcoming and  
easy-to-understand service environment 
for all consumers?  
How have they used this advice?

What signals does the service environment 
give about who the organisation accepts 
and provides care and services for? 
Do the posters, photographs, artwork, 
magazines or reading materials in public 
areas show that this is an inclusive 
service environment?

How does the organisation make sure the 
service environment maximises support 
for consumers’ independence and ability?  
What environmental strategies are 
in place to improve function and 
independence for consumers with sensory 
loss, such as hearing or vision loss 
or a cognitive impairment?  
For example, noise management, 
lighting, colour contrast, signage, textures 
and design. 

How does the organisation deal with any 
challenges that consumers are having 
getting around the service environment? 

Intent of this requirement
This requirement is about creating a service 
environment that is well designed and 
welcoming for all consumers and encourages 
a sense of belonging.
Consumers will experience service 
environments differently, depending 
on their backgrounds, situations and 
what they expect from an organisation. 
A service environment that’s designed 
to be inclusive helps all consumers feel 
welcome. A service environment that looks 
familiar to a consumer helps them feel that 
the organisation is welcoming them. It lets 
them know they can be themselves in the 
service environment.
The physical, emotional and social features 
of a space are all important parts of creating 
a welcoming service environment for 
consumers. This includes design, the feeling 
of being supported, and the quality of the 
relationships consumers develop with the 
workforce and other consumers and visitors 
to the service environment.
A service environment that’s easy 
to understand is particularly important.  
Age-related changes and disabilities 
can make it more difficult for consumers 
to understand and get around in buildings 
and spaces. Such impairments can include 
hearing or sensory loss, and declining 
mobility and cognitive impairment. 
For example, the service environment 
can help maximise a consumer’s function 
by reducing the level of unnecessary or 
competing noise or clutter.

Organisation’s service environment
Standard 5 �| Requirement (3)(a) 
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Examples of actions and evidence
Consumers 
• �Consumers say the service environment 
is welcoming to them, their friends, 
family visitors (and pets where agreed). 
They say the service environment 
encourages a sense of belonging.

• �Consumers say they have spaces to interact 
with others and spaces for quiet reflection. 
They also have spaces for religious 
or cultural practices and private spaces 
if they need them.

• �Consumers say they can find their 
way around easily and can easily get 
to key locations, such as dining areas 
or a suitable bathroom.

• �Consumers say they decide on the 
decoration, furnishings and layout of their 
bedroom. This includes bringing their own 
furniture and fittings (where agreed).

Workforce and others
• �The workforce can describe how the 
organisation removes barriers that might 
exclude some consumers. This makes sure 
the service environment is welcoming 
to all consumers.

• �The workforce can describe strategies 
to support consumers to get around the 
service environment at their own pace and 
with dignity.

• �The workforce can show how different 
consumers can use the service environment 
in different ways. This means the service 
environment supports all consumers’ 
independence and ability.

• �Workforce orientation, training or other 
records that show how the organisation 
supports the workforce in this requirement.

Organisation 
• �Observations of the service environment 
show that consumers’ rooms have 
a personal character and feel 

• �Evidence that the organisation takes steps 
to understand how consumers experience 
the service environment.

• �Evidence that the organisation monitors 
and can adapt the service environment 
to support a consumer’s changing needs 
such as a decline in mental or physical 
ability. This means the consumer can 
continue to do the things that are important 
to them.

Organisation’s service environment
Standard 5 �| Requirement (3)(a) 



125agedcarequality.gov.au

Standard |

5

The service environment: 
(i)	� is safe, clean, well 

maintained and 
comfortable; and

(ii)	� enables consumers 
to move freely, both 
indoors and outdoors.

Standard 5 
Requirement (3)(b)
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Reflective questions
 
How does the organisation avoid 
environmental risks to keep 
consumers safe?  
How does the organisation monitor and fix 
any safety issues, obstacles, barriers, poor 
lighting, glare or hazards?
 
How does the organisation look after 
the safety of each consumer?  
For example, how would a consumer who 
is hearing impaired know an emergency 
alarm is going?
 
Can the atmosphere, size and shape 
of spaces in the service environment 
be changed?  
Can the service environment be controlled 
so that the level of stimulation in spaces 
meets consumers’ diverse sensory and 
comfort needs?
 
How do workforce attitudes and their 
understanding of risk and safety, affect 
a consumer being able to move freely 
in the service environment, indoors 
and outdoors?
 
How do workforce attitudes and their 
understanding of dignity of risk, affect 
a consumer being able to move freely 
indoors and outdoors?
 
Is the level of security in place in balance 
with the care and services being delivered?

Intent of this requirement
This requirement is about the expectation 
that the service environment is safe, clean, 
well maintained and comfortable. It also 
covers the need for consumers to be 
able to move freely around the service 
environment, indoors and outdoors. 
The service environment is expected 
to be fit for purpose in line with statutory 
requirements and national best practice. 
Each service environment is different. 
This means that organisations should 
consider the layout, the potential number 
of consumers using the service, and 
their needs to make sure the service 
environment is safe, clean, well maintained 
and comfortable. It can include buildings, 
access points, parking areas, gardens and the 
service environment’s general appearance 
and homeliness.
The service environment is expected 
to promote the free movement of consumers 
(including to access outdoor areas). It may 
be important that the service environment 
is secure or access to certain areas are 
restricted to help create a safe service 
environment for consumers. Arrangements 
to protect consumers require assessment, 
documentation in care and services plans, 
informed consent from the consumer and 
regular monitoring and review, in line with 
best practice and legislation.
If third parties provide maintenance or other 
services, the organisation should clearly define 
their responsibilities in regard to the service 
environment. Organisations are responsible 
for monitoring and dealing with any issues that 
come up with contracted services. 

Organisation’s service environment
Standard 5 �| Requirement (3)(b) 
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Examples of actions and evidence 
Consumers 
• �Consumers say the service environment 
makes them feel welcome.

• �Consumers say they feel safe in the service 
environment and know how to let the 
workforce know if they don’t feel safe.

• �Consumers say the service environment 
is clean, well maintained and comfortable.

• �Consumers say the service environment 
has plenty of natural light and fresh air and 
they can change the lighting, air flow and 
heating to make the service environment 
more comfortable.

• �Consumers say they can move freely within 
the service environment and access the 
parts of the service they use independently, 
including the outdoor environment.

Workforce and others
• �The workforce can describe their 
responsibilities to protect consumers 
from avoidable harm. 

• �The workforce demonstrates their 
knowledge of how to respond to a safety 
incident, hazard or emergency.

• �The workforce can describe strategies 
to make sure consumers who can’t move 
about on their own can access the outdoors 
if they wish.

• �The workforce can explain how landmarks 
in the service environment help consumers 
find their way around and support 
consumers’ independence. For example how 
discrete safeguards mean consumers living 
with dementia can safely access areas, such 
as kitchenettes. 

• �Workforce orientation, training or other 
records that show how the organisation 
has supported the workforce in 
this requirement.

Organisation 
• �Evidence the organisation has a range 
of  strategies to create a relaxed, 
welcoming, peaceful, safe and comfortable 
service environment in line with consumers’ 
needs and preferences.

• �Observations that risks to consumers 
are unobtrusively managed and any 
security measures in place in the service 
environment reflect the consumer’s 
assessed needs.

• �Observations that the service environment 
enables consumers to move safely about 
the service indoors and out.

• �Evidence that the organisation asks 
for consumers’ opinions when making 
decisions about the layout of the 
service environment.

• �Evidence that the organisation asks for 
consumers’ opinions about how space in 
the service environment is used so that 
consumers can keep active and move around 
as much as possible. 

• �Evidence that any restriction in place at 
the service environment which impacts 
a consumer is based on the least restrictive 
option. The basis for any restriction is also 
up-to-date, evidence-based, transparent 
and able to be reviewed.

• �Evidence the organisation has 
arrangements to maintain the internal and 
external service environment. This makes 
sure the environment is comfortable, safe 
and secure.

• �Records that the organisation has 
arrangements for cleaning the internal and 
external service environment. This includes 
removing general and hazardous waste.

Organisation’s service environment
Standard 5 �| Requirement (3)(b) 
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Furniture, fittings 
and equipment are safe, 
clean, well maintained and 
suitable for the consumer.

Standard 5 
Requirement (3)(c)

128
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Reflective questions
 
How does the organisation assess and plan 
what furniture, fittings and equipment 
they provide to make sure consumers have 
suitable and safe items?

How do furniture design and the layout 
of furniture and fittings help consumers 
who are frail, less flexible and less mobile 
to be comfortable and independent?
 
How does the organisation ask for and 
consider consumers’ opinions about 
furniture, fittings and equipment? 

What are the systems for ensuring that 
any equipment used in the course of the 
provision of care and services, including 
equipment owned by the consumer, 
is clean safe and well maintained? 

Intent of this requirement
This requirement covers the need for 
furniture, fittings and equipment in the 
service environment to be safe, clean, 
well maintained and suitable for consumers 
to use.
The furniture, fittings and equipment 
in each service environment are different. 
This means that organisations should 
consider how they will make sure equipment 
is safe, clean, well maintained and suitable.
If a consumer owns the equipment they 
need, the organisation needs to make 
every effort to make sure that it’s clean, 
safe and suitable for the consumer to use. 
This would include raising any concerns 
with the consumer, or their representative, 
so that the equipment can be maintained, 
cleaned or reassessed. 

Organisation’s service environment
Standard 5 �| Requirement (3)(c) 
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Examples of actions and evidence 
Consumers 
• �Consumers say they have access to a range 
of good-quality equipment and furnishings 
that meet their needs and preferences.

• �Consumers say they feel safe when using 
the furniture, fittings and equipment.

• �Consumers are confident the workforce 
knows how to safely operate the 
equipment they use to support their 
health and well-being.

• �Consumers say the design of furniture 
and fittings helps them to be independent 
and adds to the comfort of the 
service environment.

Workforce and others
• �The workforce can describe the 
organisation’s options for adapting or 
replacing furniture, fittings or equipment 
that doesn’t suit the consumer’s needs. 
They can also describe how they 
assess this.

• �The workforce understands that when 
multiple consumers use equipment 
and devices, they must be cleaned 
and disinfected between each use. 
They also understand that single-use 
and single-consumer devices mustn’t 
be reused or shared. 

• �The workforce says that equipment 
is suitable and there’s enough equipment 
to support them to deliver quality service.

• �Evidence that suitably qualified members 
of the workforce are involved in the 
assessment of suitability of furniture, 
equipment and fittings to meet 
consumers’ needs. 

• �Workforce orientation, education other 
records show that the organisation 
supports the workforce in this requirement.

Organisation
• �Observations that the furniture, fittings and 
equipment are safe, clean, well maintained 
and suitable for the consumer.

• �Evidence that the organisation can 
purchase, service, maintain, renew and 
replace indoor and outdoor, furniture, 
fittings and equipment. 

• �Evidence that the organisation acts 
promptly when furniture, fittings and 
equipment need to be maintained 
or replaced.

• �Records of arrangements with third-
party contractors and the systems in 
place to make sure any safety, cleaning 
or maintenance of the service environment 
undertaken by third-party contractors 
is delivered as arranged.

• �Records of arrangements with third-
party contractors and the systems 
in place to make sure any furniture, 
fittings or equipment provided 
by third-party contractors meet the 
organisation’s specifications.

Organisation’s service environment
Standard 5 �| Requirement (3)(c) 




