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Overall assessment of this Service
	[bookmark: _Hlk27119070]Standard 3 Personal care and clinical care
	Non-compliant

	Requirement 3(3)(a)
	Non-compliant

	Standard 7 Human resources
	Non-compliant

	Requirement 7(3)(a)
	Non-compliant

	Requirement 7(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 21 January 2021. 
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Ongoing assessment and planning with consumers
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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
A decision of Non-compliant in one or more requirements results in a decision of Non-compliant for the Quality Standard.
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.

Consumers and representatives provided mixed feedback about the care consumers received. While some consumers were satisfied that staff provided the care they needed and provided examples of this, other consumers and representative were dissatisfied with care provision.  

Some consumers and representatives said that staff did not have a shared understanding of individual personal and clinical care needs and preferences of the consumers. They said staff were very busy and that this has had a negative impact on continence care, the delivery of personal hygiene in accordance with the consumer’s preferences and the support provided to consumers to be assisted with mobility, for example walking outdoors. One representative said they stay at the service for extended periods of time to ensure the consumer’s specific requirements in relation to their diet are being met.

The organisation has policies, procedures and tools in place to support care delivery including in relation to minimising the use of restrictive practices, recognising and responding to pain, pressure injury prevention and falls preventions and management. 

Care planning documentation demonstrated that staff were providing appropriate care for some consumers who have complex care needs such as urinary catheters, diabetes and pain. There was evidence that clinical equipment was available to support care delivery. 

Registered nurses have completed education and training relating to restrictive practices and for consumers who were subject to restraint, documentation included evidence of assessment, consent and authorisation. 

I acknowledge the service has addressed deficiencies that had been previously identified in relation to restrictive practices and I note that actions are being taken to review staffing levels. However, I am concerned that nine consumers and representatives provided feedback that care delivery for consumers was negatively impacted by a lack of staff. For these consumers, care has not been optimised, nor has it been tailored to their individual needs and preferences. 

For the reasons detailed, this requirement is Non-compliant. 
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Human resources
Consumer outcome:
1. I get quality care and services when I need them from people who are knowledgeable, capable and caring.
Organisation statement:
2. The organisation has a workforce that is sufficient, and is skilled and qualified, to provide safe, respectful and quality care and services.
Assessment of Standard 7
A decision of Non-compliant in one or more requirements results in a decision of Non-compliant for the Quality Standard.
Assessment of Standard 7 Requirements 
Requirement 7(3)(a)	Non-compliant
The workforce is planned to enable, and the number and mix of members of the workforce deployed enables, the delivery and management of safe and quality care and services.
Consumers and representatives expressed dissatisfaction with staffing sufficiency, particularly in the memory support unit, and provided examples of how this had negatively impacted the quality of care and services they received. Representatives raised concerns about falls management,  behaviour management, toileting, skin care and repositioning. 
Staff advised they did not have time to complete their work and that this impacted their ability to support consumers with their mobility, hygiene care and physical assistance. Staff said there were delays in responding to consumers’ requests for assistance. Care staff who work alone in the memory support unit said registered nurses were often too busy to assist them and registered staff confirmed this.  
The Assessment Team observed consumers in the memory support unit who were mobilising unsafely and who were mobilising without supervision; some of these consumers were identified as being at high risk of falls. The Assessment Team also observed staff who continued to complete documentation while a call bell alert had been activated.  
Complaints data evidenced that complaints have been received about staffing levels and included details that staff had felt unsafe, however, no action was documented as having been taken in response to this feedback. Management acknowledged that feedback had been received in relation to staffing and said that some actions had been taken to address the situation, for example, an additional short shift on weekends. However, none of these actions had been evaluated for effectiveness and the Assessment Team found that consumers, representatives and staff remained dissatisfied with staffing levels. 
I acknowledge that the service has committed to addressing this situation in order to ensure consumers’ care and safety needs are met. However, at the time of the Assessment Contact the workforce was not able to deliver safe, quality care, particularly for those consumers residing in the memory support unit. 
For the reasons detailed, this requirement is Non-compliant.
Requirement 7(3)(b)	Compliant
Workforce interactions with consumers are kind, caring and respectful of each consumer’s identity, culture and diversity.
Staff interactions with consumers were observed to be kind, respectful and caring and overall consumers spoke highly of the way staff engaged with them. Consumers and representatives said that staff were busy but acknowledged that the staff were supportive and caring. 
The Assessment Team observed staff knocking on consumers’ doors prior to entry, using preferred names, greeting consumers in a friendly manner and affording privacy and space when visitors were present. 
For the reasons detailed, this requirement is Compliant. 
[image: ]STANDARD 8 	COMPLIANT 
Organisational governance

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.
Consumers are to receive safe and effective personal care and clinical care that is tailored to their needs and optimises their health and well-being. 
The workforce is sufficient to deliver safe, quality care and services. 
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