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	Requirement 3(3)(a)
	Compliant

	Requirement 3(3)(b)
	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           20 July 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 Assessment Team also examined relevant documents.
Overall sampled consumers considered that they receive personal care and clinical care that is safe and right for them and get the care they need. Consumers/ representatives also said they are confident staff know consumers’ well and would recognise, report and manage any issues with their health or well-being. In addition, most representatives confirmed consumers have access to Health Professionals and that consumers’ end of life care wishes were addressed and their comfort maximised.
Consumer files viewed demonstrated monitoring of consumers’ health status is undertaken and documented. Where changes to consumers’ health are identified, further charting and monitoring processes are implemented and referrals to Health Professionals are initiated.  
Management described improvement to the service which included training to clinical staff; documentation audits completed and actioned; and changed behaviour and pain management procedures drafted to provide greater guidance for staff practice; however, the service is still working towards embedding into everyday practice at the service and organisational levels. 
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 found that the service has demonstrated consumers are being provided with safe and effective personal and clinical care, which is effective and best practice, tailored to the consumers’ needs and optimises their health and wellbeing. Previously, the service has had issues with wound and pain management documentation in line with the organisational policies and procedures. The Assessment Team revisited documentation relating to these areas as a specific focus. The Assessment Team viewed incident data which indicated they have been assessed and reviewed in a timely manner. 
The Assessment Team spoke to management in relation to the instigation of the plan for continuous improvement. Several improvements have been implemented and include wound management, pressure injuries, behaviour and pain management. Monthly audits of pain and wound documentation showed improvements. In addition, an organisation wide ‘Residential Pain Management Procedure’ was developed and is in the process of being implemented. 
Positive feedback from consumers related to pain relief was provided when occasional pain occurs, appropriate action taken after falls and end of life management including emotional support.
Staff members could describe to the Assessment Team how care and services are tailored to consumers’ needs and to ensure they are optimising their wellbeing. They discussed directing referring to the care plan to ensure care and services are tailored to their needs and preferences. One clinical staff member stated they stay abreast of clinical best practice through a professional nursing organisation that provides regular training sessions. Another clinical staff member discussed the assessment and planning process for wounds. In addition, The Assessment Team was shown 
The service has written materials and implemented systems that enhance best practice care delivery, and these are regularly updated. 
The Approved Provider agrees with the findings of the Assessment Team. The Assessment team found evidence that demonstrated that the Approved Provider has implemented their continuous implement plan to consistently and practically improve consumer care to ensure consumers receive safe and effective personal care, clinical care to a standard that meets this requirement.
I am of the view that the Approved Provider complies with this requirement as it has 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.
Requirement 3(3)(b)	Compliant
Effective management of high impact or high prevalence risks associated with the care of each consumer.
The Assessment Team found the service was able to demonstrate they effectively manage high impact risks for their consumers. This was demonstrated through their continuous improvement plan and management of consumers who were viewed as having high impact risks. 
The Assessment Team spoke to management in relation to the plan for continuous improvement and were informed many improvements have been implemented. These included improvements to behaviour and weight management with monitoring of consumers with behavioural issues at newly established frequent meetings and staff training.  
The service was able to demonstrate effective management of high impact or high prevalence risks associated with the care of each consumer. Consumers/ representatives interviewed were able to describe how staff address their individual high impact or high prevalence risks. In addition, staff were able to describe individual consumers’ high impact and high prevalence risks and how they address these care requirements. Staff are guided by the care plan to understand the risks for consumers and would escalate any concerns to the clinical staff for action and review.
Assessments and care plans viewed by the Assessment Team showed they address individual consumer’s personal and clinical care needs including high impact or high prevalence risks associated with the care of each consumer. Incident analysis contributes to the monitoring of risks to ensure consumers get personal and clinical care that is safe and right for them.
The Approved Provider agrees with the findings of the Assessment Team. The Assessment team found evidence that demonstrated that the Approved Provider has implemented their continuous implement plan to ensure that risks to consumers are effectively managed. 
I am of the view that the Approved Provider complies with this requirement as it has demonstrated that effective management of high impact or high prevalence risks associated with the care of each consumer.
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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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