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Message from the
Commissioner

Welcome to the Commission’s Sector Performance Report
for Quarter 2 (Q2), 1 October to 31 December 2023, for the
2023-2024 financial year.

This reportis part of our commitment to keep improving the experience of older
Australians receiving government-funded aged care services, through better
transparency and accountability.

In Quarter 1 (Q1) July to September 2023 we changed the sector performance report
to improve how we present the data. We want to focus on what we see rather than
what we do.

We have listened to your feedback. We have changed how we present data by size and
type of provider. This data does not suggest that one type of provider is doing better
than another. Rather, we want providers to have confidence that the data is relevant
to their own situation.

The report now shows a more detailed There have been improvements
picture ofcomplignce and areas in home services’ compliance
of concern. We join the dots between rates this quarter. However,

different data sources including

complaints, the Serious Incident Response the overall compllance rate

Scheme (SIRS) and the Quality Indicator is still concerning. Only 66%
Program. We encourage providers of providers we audited were
todothe same. fully compliant in Q2. This is one
Encouragingly, the trend that we reported of our key focus areas. We expect
in Q1 of a significantimprovementin the providers to look closely at their

proportion of residential providers fully
complying with the Quality Standards
has continued. In Q2, 85% of residential
aged care services we audited were
fully compliant. At the same time, this means that nearly 1 in 7 residential services
did not meet all the requirements of the Quality Standards.

data to identify areas
they can improve.

There have also been improvements in home services’ compliance rates this
quarter. However, the overall compliance rate is still concerning. Only 66%
of providers we audited were fully compliantin Q2, meaning that 1 in 3 horr
service providers did not meet all requirements of the Quality Standards.
This is one of our key focus areas. We expect providers to look closely
attheir data to identify areas they can improve.

Janet Anderson PSM
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/ Message from the Commissioner | Q2 October - December 2023

For complaints in this quarter, we have found that the most common concerns
brought to the Commission are still about clinical issues in residential care; in home
services, itis communication and financial issues.

This shows that these issues remain very important to older people and their
supporters, and providers are encouraged to consider these factors when reviewing
their own performance.

This quarter overall numbers of Priority 1 incidents fell. Priority 2 incidents, which are
lower impact incidents that need to be reported within 30 days, increased. This extra
time gives providers an opportunity to reflect on causes, address risk and reduce the
likelihood of serious incidents.

In contrast to this overall trend, there has been a concerning increase in the number
of Priority 1 incidents of stealing or financial coercion in home services. We expect
providers to have systems in place to detect, respond to and prevent these incidents.

We also continue to be concerned about provider governance. Quality Standard 8
(Organisational governance) now has the lowest rate of compliance in residential
and home services.

As the Royal Commission into Aged Care

Quality and Safety ' noted, deficiencies There has been a concerning

in governance and leadership cause increase in the number of Priority
shortfalls in the quality and safety of care. 1 incidents of stealing or financial
We expectto see animprovementin coercionin I‘.'ome services. We
governance arrangements. We are expect providers to have systems
helping providers through education and in place to detect, respond to and
programs such as Governing for Reform. prevent these incidents.

Restrictive practices

People receiving care have a right to move about freely, whether they live in the
community or in a residential aged care service. Legislation explains the rules that
providers need to follow before and during the use of any restrictive practice that
may affect this basic human right.

The subject of our In Focus article for this reportis restrictive practices. Our data
and data from the Department of Health and Aged Care, along with feedback from
our Restrictive Practices and Behaviour Support Unit, suggests that some providers
do not understand these rules as well as they should.

While data is the core of this report, it is only useful if providers consider it carefully
and actonit.

Janet Anderson PSM
Commissioner

1 Final Report of the Royal Commission into Aged Care Quality and Safety, 2021. Vol 2, p206.
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How to use this report

Calculating rates

The calculations we have used can help you to compare services and providers.
For example, we have used the following calculations to make it easier to compare
these rates:

* Fully compliant audits as a percentage of the site audits we have conducted.
* Different types of responses to non-compliance as a percentage.

*Serious Incident Response Scheme (SIRS) notifications per 10,000 occupied
bed days (OBDs).

* Complaints rate per 10,000 OBDs in residential care and complaints rate
per 100 consumers receiving home care packages.

Residential care by size and type

Providers are the organisations that operate aged care services. For residential
care services, we sometimes break down the result by the size of the provider that
runs the service or the ownership type. We work out the size of the provider by the
number of services they run.

The 3 sizes of a service we have used are:

*Small provider - operates 1 or 2 residential services.

*Medium provider - operates between 3 and 10 residential services.
* Large provider - operates 11 or more residential services.

The 3 categories of ownership type we have used are:

* For-profit.

* Not-for-profit.

* Government.

All residential care services fit within these sizes and types. Where we cannot
break down the result into size or type, the figure will be for all residential
services together.

We are currently reviewing how we break down data for providers, and will
incorporate improvements in future reports, including breaking down data for
home services providers.

agedcarequality.gov.au 5



How to use this report | Q2 October - December 2023

Quality Indicator Program

This reportincludes rates and trends from the National Aged Care Mandatory
Quality Indicator Program (QI Program) from the Australian Institute of Health and
Welfare's quarterly reports. The QI Program is an important source of information
about how the residential aged care sector is performing. Itis particularly helpful
in understanding performance in the key areas of providing quality care and
outcomes for older Australians.

Providers calculate their own rates when they submit their QI Program data to the
Department of Health and Aged Care every quarter. We encourage providers

to keep using QI Program data to identify where they need to improve. Providers
can also use it with Commission data to compare their performance with others.

We want to hear from you!

What data would you like

to see included in the Sector
Performance Report? And what
would make this report a more |
useful resource for you? N/

Let us know by completing this short survey. /R

agedcarequality.gov.au 6
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At a glance

Residential providers' compliance
with the Aged Care Quality Standards
has continued to increase. In Quarter 2
(Q2), 1 October to 30 December 2023,
85% of residential services we audited
were found to be fully compliant with
all 8 Quality Standards. Thisisa 4
percentage pointincrease compared
with Q1. While this is an improving trend,
itmeansthat 1in 7 residential services
audited were less than fully compliant.

Home services’ compliance rates are lower than

for residential care. Only 66% of services that had

a quality auditin Q2 were fully compliant with the
Quality Standards. Also, while the proportion of
audited residential services complying with Quality
Standard 3 (Personal care and clinical care) has gone
up, it has fallen in home services. These results show
that home service providers need to take action in this
area.In Q3 and Q4 the Commission will be focussed
on following up with non-compliant services to review
their progress on correcting identified issues.

Quality Standard 8 (Organisational governance) continues to have the lowest rate of compliance
for both residential and home services. Poor governance affects all aspects of aged care and leads
to a decrease in the quality and safety of a person'’s care as noted by the Royal Commission into

Aged Care Quality and Safety".

Formal compliance actions decreased in

Q2 both because of improved compliance

and a change in how we respond to non-
compliance. Half of the non-compliance

we find is now dealt with through early
remediation. Early remediation is where
providers show us that they can fix an issue
quickly and prove it is fixed. We can then focus
on providers that are not doing the right thing.

In contrast to the overall trend

of providers reporting more lower impact
incidents in residential and home care,

we have seen a 13% increase in Priority 1
notifications for stealing or financial coercion
in home services, from 147 notifications

in Q1 to 166 in Q2 This is concerning and
highlights the need for providers to detect,
respond to and prevent these incidents.

1

agedcarequality.gov.au

Incident notifications from the Serious
Incident Response Scheme (SIRS) have
increased by 4% in residential care and 13%

in home services this quarter. This is largely
because there has been anincrease in Priority
2 incident reports, up 6% in residential

care and 24% in home services compared
with Q1. Itis important that providers

address risk and take action to reduce

the likelihood of serious incidents.

Clinical issues and concerns about staff
continue to be the top complaints made
about residential care. Fees, charges,
communication, planning and transparency
continue to be the top complaints we receive
about home services. Our quality assessors
keep these issues in mind when doing audits
or risk based site visits at residential services.

Final Report of the Royal Commission into Aged Care Quality and Safety, 2021. Vol 2, p206.



Sector overview

What does the sector look like?

(et
1,279,252

More than 1.27 million older Australians receive aged care services

® 195,512

Residential care

® 267,608

Home Care Packages (HCP)

© 816,132

Commonwealth Home Support Programme (CHSP)

Figure 1: Number of people receiving aged care in residential care, HCP and CHSP
* Distinct count of people receiving care, extracted from the Department of Health and Aged Care data warehouse, as of 31 December

2023 on 7 February 2024.
** Extracted from the Department of Health and Aged Care data warehouse, as of 31 December 2023 on 24 January 2024.

agedcarequality.gov.au
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Residential care: Providers
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By size, small providers
are the most common type
of residential provider

. 564 Small providers
. 1 29 Medium providers
. 51 Large providers

Figure 2: Number of residential care providers by provider size

Residential care: Services
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By size, large providers
run most residential
care services

Services

. 663 services Small providers
® 611 services Medium providers

. 1 '339 services Large providers

Figure 4: Number of residential services by provider size

agedcarequality.gov.au
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By ownership type,
not-for-profit providers
are the most common type
of residential provider

. 244 For-profit providers

. 41 8 Not-for-profit providers
@ 82 Government providers

&
=

By ownership type, not-for-
profit providers run most
residential care services

Services

. 908 services For-profit

[ ) 1 492 services Not-for-profit
[ J

. 213 services Government

Figure 5: Number of residential services by ownership type

Figure 3: Number of residential care providers by ownership type
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Home services

Vo

Consumers Providers

® 267,608 el e 903 HCP*
o 81 6,1 32 CHSP™ [ 1,209 CHSP"

Figure 6: Home services providers
* Home Care Package (HCP)
** Commonwealth Home Support Programme (CHSP)

The distribution of services is roughly proportional
to population distribution

NT

00 o
WA @@
Lo fe

SA
NSW
. . . ACT
@® Residential care services e e
@® Home services viC
_ _ _ TAS

Figure 7: Number of aged care services by state and territory
State is based on the state of the service, not the provider. @ @
agedcarequality.gov.au 10



Sector performance

\/\) Measuring performance in aged care is complex.
There are many ways that the Commission understands
/~/\' and measures performance including:

*through compliance outcomes for site audits (residential services)
and quality audits (home services)

*complaints about services

*notifications under the Serious Incident Response Scheme

«compliance with worker regulation and workforce-related responsibilities
«compliance with governance responsibilities

*the National Aged Care Mandatory Quality Indicator Program

«financial information, through the Quarterly Financial Report and the
Annual Aged Care Financial Report.

In this report, we deal with the different performance measures separately.
Strong performance against one measure does not always reflect strong
performance against other measures.

Where we have provided data for residential aged care against specific
performance measures and categories, you will see that there can be different
outcomes for providers depending on their size and ownership type.

This data is useful for the purposes of benchmarking. However, performance
outcomes against a particular measure cannot be used to determine that one type
of aged care provider is better than others. This is because looking at a particular
performance measure shows only a single view of performance, not the

whole picture.

There can also be differences between quarters that may not reflect a change

in performance, but rather just minor changes in data collected at different times.
This can be especially true for measures with small numbers. To help with this

we have added trend lines to show the overall movement across 4 quarters.

agedcarequality.gov.au 1
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Compliance with the Aged Care
Quality Standards

All aged care providers must
comply with the Aged Care
Quality Standards (Quality
Standards). The Commission
checks residential and home
services providers’ compliance
with the standards through site 8 50/0

audits and quality audits.

All 42 requirements met
We also monitor the quality of care and Residential care

services through a program of risk-
based monitoring and assessments.
We do this if we detect risks to people
receiving aged care. Risk-based
monitoring is aimed at higher risk
services and providers and may

focus on particular risk issues such 660/

as workforce responsibilities. In this (1]

report, the compliance rates are based All relevant requirements met
on our re-accreditation site audits Home services

for residential aged care and quality
audits for home services. This gives

US our most representative picture Figure 8: Compliance with Quality Standards among audited
of overall sector performance. residential care and home services providers

agedcarequality.gov.au 12
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Site audits (residential care)

To calculate compliance rates, we divided the number of audits that met all 42 requirements
by the total number of site audits where a decision was made (121 divided by 143 = 85%).

Site audits, decisions and compliance rates in residential care

Site audits Met all 42 requirements
500 — 490 100% —
447
84% 819% 85%
400 79%/ T
351 75%
300
219 i | =
200
140 143
117 2506 L
100
0 . x x x x
Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24 22-23 22-23 23-24 23-24
@ Site audits conducted
@ Site audit decisions

Figure 9: Number of site audits and proportion of services that met all the Quality Standards in residential care
Some site audits done in one quarter may have had their decision made in the next quarter.

* Q2 audit decisions continue the trend *Reasons for higher compliance include:
of residential services’ high compliance with
the Quality Standards noted in the past
3 quarters. In Q2 2023, 85% of the services

- the Star Ratings program, as providers aim
to achieve higher ratings.

we audited were fully compliant with all - providers becoming more familiar with the
42 requirements of the Quality Standards. Quiality Standards and what is expected
This is an improvement of 4 percentage of them.

points compared with Q1. However nearly «There was a surge in audit activity in Q3
one in 7 residential services are below and Q4 2022-23, as we caught up with
minimum standard in at least one aspect the backlog of audits created by the

of care. pandemic. In Q1 and Q2 2023-24 we are

back to a normal volume of audits and audit
decisions compared with past quarters.

agedcarequality.gov.au 13
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Proportion of site audit decisions that met the Quality Standards by provider size
over the past 4 quarters in residential care

Small providers

100% —

0% s 76% 749
75% |

50% —

25% |

Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24

Medium providers

100%
85% 84%

9
75% — >

50% —

25% —

Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24

@ Overalltrend across last four quarters

Figure 10: Proportion of compliance decisions by size of provider in residential care

* Compliance rates for medium and large
providers have improved. The compliance
rate for small providers in Q2, at 74%,
was below the Q2 sector average of 85%.

*Variations could be for several reasons,
including governance arrangements, staffing
and mix of people receiving care. We are
investigating other possible reasons for

these differences.

agedcarequality.gov.au

Large providers

100% —

- 91%
83%

75% —

50% —

25% —

Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24
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Proportion of site audit decisions that met the Quality Standards by ownership type
over the past 4 quarters in residential care

For-profit Not-for-profit Government
providers providers providers
100% — 100% — 100% —
93%
89% 89%

9 9 9
0% 80% 77% 80%

75% 75% — 75%

50%

50% — 50%

e 25% — 25%
b

Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24 22-23 22-23 23-24 23-24 22-23 22-23 23-24 23-24

@ Overalltrend across last four quarters

Figure 11: Proportion of compliance decisions by ownership type in residential care

* The compliance rate of for-profit and
government providers is below the
sector average of 85%.

* Not-for-profit providers’ compliance rate for
Q2 (89%) is above the sector average and has
improved over the past 4 quarters.

+Variations could be for several reasons,
including governance arrangements, staffing
and mix of people receiving care. We will
be investigating other possible reasons for
these differences.

agedcarequality.gov.au 15



VV
~y  Sector performance - compliance | Q2 October - December 2023

Quality audits (home services)

We conduct quality audits of home service providers at least once every 3 years to assess their
performance against the Quality Standards. We also monitor the quality of care and services
through a program of risk-based monitoring and assessments. We do this if we detect risks

to people receiving aged care. Risk-based monitoring is aimed at higher risk services and providers.
This includes monitoring providers with existing non-compliance. Emphasis is placed on ensuring
providers have effective risk management systems, including appropriate governance, to help

deliver safe and quality care outcomes.

Quality audits, decisions and compliance rate in home services

Quality audits
160 —
137
129
121
120 [ 115 118
104
80 - "
40 |
0
Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24

@ Quality audits conducted
@ Quality audits decisions

Met all 42 requirements
100% —
75% 71% 66%
63%
52%

50% (—

25% —

0 x x x x

Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24

Figure 12: Number of quality audits and proportion of services that met the relevant Quality Standards in home services.

Some quality audits done in one quarter may have had their decision made in the next quarter.

*While there has been improvement in home
services compliance rates since Q3 2022-23,

we are still concerned that compliance
rates are lower for home services than for
residential providers.

*In Q2, 1 in 3 home services providers were
providing care that was below the minimum
requirements of the Quality Standards in at
least one aspect. We are concerned about
this and will be increasing the number of

agedcarequality.gov.au

quality audits we do in
2023-24 and in 2024-25. We will also
be increasing our education to the sector,

building on 5 key risks in home care and

sector guidance on price capping regulation.

*In Q2 we conducted 118 home service
quality audits and made 137 decisions
- most of these decisions were for visits
made in past quarters.
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Residential care: Quality Standards 3, 7 and 8 have the lowest compliance rates

100% —

97%
97%
96%

=
©
)

X
©
)

95%

75%

50%

Qs1 Qs2 Qs3 QsS4 QS5 Qs6 Qs7 Qs8

@ Q32022-23 ® Q42022-23 @® Q12023-24 ® Q22023-24

Figure 13: Compliance with the Quality Standards in residential care over the past4 quarters

*There is variation over the 4 quarters * Compliance with Quality Standard 7 (Human
in the compliance rates for each of the resources) has now been fairly stable for the
8 Quality Standards but there are also last 4 quarters, after a significant increase.

some key trends.

+Standard 8 (Organisational governance)
continues to be the standard with the lowest
rate of compliance.

* After an improvement with Quality Standard
3 (Personal care and clinical care) from Q3
2022-23 to Q4 2022-23, compliance with
this standard has been stable over the past
3 quarters.

agedcarequality.gov.au 17
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Residential care: Quality Standard 3, 7 and 8 had the most individual requirements

with non-compliance

Quality Standard 1: Consumer dignity and choice

Quality Standard 5:
Organisation’s service environment

98%

99% 99%

99% 97%

99% 99%

100%

98% Quality Standard 6: Feedback and complaints
99%

Quality Standard 2: Ongoing assessment 99%

and planning with consumers 96%

96% 97%

97%

97% Quality Standard 7: Human resources

98%

- 97%
99%

. o 96%

Quality Standard 3: Personal care and clinical care 94%

93% 95%

96%

99% Quality Standard 8: Organisational governance

97%

- 99%

98% 98%

T — gsw% 94%
96%
92%

Quality Standard 4:
Services and supports for daily living

99%
98%

99%
99%
99%
98%

99%

L \ J
50% 75% 100%

@ Most frequently cited requirements
where non-compliance was found

L \ |
50% 75% 100%

Figure 14: Compliance rate across all the 42 Quality Standard requirements in residential care

*Providers are found non-compliant + Of the Quality Standard requirements
with the standards if they fail one with lowest compliance, 3 of them relate
or more requirements of that standard. to Standard 8 (Organisational governance):

Therefore compliance with individual
requirements is higher than the overall
compliance rate of 85%. We are particularly
concerned about standards where many ~ risk management systems 8(3)(d)

requirements of that standard have been - a clinical governance framework 8(3)(e).
found to be non-compliant.

- effective organisation wide
governance systems 8(3)(c)

agedcarequality.gov.au 18
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« Compliance with Quality Standard 7 has
improved overall, but 3 of the requirements
of this standard are in the 10 requirements
with lowest compliance:

- staff qualifications and knowledge 7(3)(c)
- effective recruitment and training 7(3)(d)

- ongoing monitoring of staff performance
7(3)(e).

*The number and capability of staff is the
fourth most complained about issue
in residential care (page 50). We are
monitoring this closely.

*We are also monitoring residential providers
to make sure they are complying with:

—mandatory care minutes responsibilities

- their responsibility to have a registered
nurse onsite 24 hours a day, 7 days week.

* Quality Standard 3 (Personal care and clinical
care) has improved overall, but 2 of its
requirements are in the 10 requirements with
lowest compliance. These requirements are
about delivering safe and effective personal
and clinical care 3(3)(a) and managing high
impact or high frequency risks 3(3)(b).

*We continue to see concerns about clinical
and personal care in our complaints data
(page 50). These issues account for half of the
top 10 complaint issues.

agedcarequality.gov.au 19
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Home services: Compliance rates were lowest in Quality Standards 2, 7and 8

100% —

92%
93%
93%
96%
94%
96%
88%
88%
87%
85%

N
<
>

75%

50%

QS1 Qs2 Qs3 Qs4 QS5 Qs6 Qs7 Qs8

© Q32022-23 ® Q42022-23 @ Q12023-24 @ Q22023-24

Figure 15: Quality Standard compliance in home services over the past 4 quarters

We have notincluded rates for Quality Standard 5, as we assess very few services against this standard as most services are delivered in
aperson'’s private home. Quality Standard 5 does not apply to these situations. However, it does apply to day care and respite services.

« As with residential care, home service *Issues associated with Quality Standard 2 also
compliance rates were lowest for Quality show up in our complaints data. Complaints
Standard 8 (Organisational governance). about case management, coordination, and
Compliance with this standard has improved care planning are 3 of the top 10 complaints
over the past 4 quarters, by 14 percentage we received about home services this quarter
points between Q3 2022-23 and Q2 2023-24. (page 52).

However, home services providers need
to do more to make sure that they support
their safe quality care with good governance.

* Unlike residential care, we have seen
a decrease in the compliance rates for Quality
Standard 3 (Personal care and clinical care)

*There is also lower compliance with in home services. Compliance has fallen
Quality Standard 2 (Ongoing assessment 6 percentage points between Q4 2022-23
and planning with consumers). This has and Q1. We are closely watching this trend.

the second lowest rates of compliance

after Quality Standard 8 (Organisational
governance). It has fallen 4 percentage points
since Q3 2022-23.

agedcarequality.gov.au 20
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Home services: Quality Standards 2 and 8 have the most individual requirements

with non-compliance

Quality Standard 1: Consumer dignity and choice

99%
99%
98%
97%
93%

99%

Quality Standard 2: Ongoing assessment
and planning with consumers

86%

92%

98%
90%

86%

Quality Standard 3: Personal care and clinical care

95%
92%

98%
96%
88%

97%
T o6

Quality Standard 4:
Services and supports for daily living

98%
98%
100%
97%
98%
99%
99%

L | J
50% 75% 100%

Quality Standard 5:
Organisation’s service environment

| sGya)
EE0)
| s@x0

Quality Standard 6: Feedback and complaints

98%
99%
93%

88%

Quality Standard 7: Human resources

96%
99%
97%
86%

93%

Quality Standard 8: Organisational governance

92%
88%
79%

82%

84%

@ Most frequently cited requirements
where non-compliance was found

50% 75% 100%

Figure 16: Compliance rates across all the 42 Quality Standard requirements in home services

+ Of the 10 Quality Standard requirements with
the lowest compliance, 4 relate to Quality
Standard 8 (Organisational governance):

— a responsible governing body that promotes
safe and inclusive quality care 8(3)(b)

- effective organisation wide
governance systems 8(3)(c)

- risk management systems 8(3)(d)
- a clinical governance framework 8(3)(e).

*For home services, 3 of the 10 requirements
with lowest compliance are about Quality

agedcarequality.gov.au

Standard 2 (Ongoing assessment and
planning with consumers):

- assessment and planning that identifies
risks to the person receiving care 2(3)(a)

- effective communication and documentation
2(3)(d)

- regular reviews related to changed situations
or incidents 2(3)(e).

*Only one requirement related to Quality
Standard 3 is in the 10 with lowest
compliance and this is also about
communication and documentation 3(3)(e).
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Commission and provider responses to non-compliance

Where we find a provider has not complied with their responsibilities, including the Quality
Standards, we base our regulatory response on our assessment of the:

*level of risk posed to people receiving care

*provider’'s demonstrated willingness and ability to fix the issue and make long term changes
and our confidence in the sustainability of the changes.

The types of decisions we make to respond to a provider’s non-compliance are shown in figure 17.

Early remediation accounts for half of Commission responses
to non-compliance in residential care
100%

I

75% —

58%

50% —

34%

24%
25% = 19%

. 16%

Early remediation Directing action’s Compelling action’s

@® Q12023-24rates @ Q22023-24rates

Figure 17: Commission response to findings of non-compliance in residential care
Note: Compelling actions refer to actions taken in response to site audit decisions, performance assessments and other obligations.

agedcarequality.gov.au 22
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Early remediation

Over the past 12 months we have been changing how we support providers to improve
when we find that they have not complied. We are making sure that we recognise and
support providers who demonstrate that they are willing and able to fix issues quickly.
These providers are included in our early remediation program.

Where we see a problem, we raise it with the provider. They must show us that they will
fix the issue quickly and then convince us that it is fixed. Where this happens, we do not
give them a formal notice as these providers are doing the right thing by fixing their
non-compliance without delay. This gives the best results for older people and the care
they receive.

Half of the non-compliance we find is now dealt with in this way. This is good news for older
people receiving care because issues are resolved promptly. This also allows us to focus
on providers who are not doing the right thing.

Directing actions

If providers need a further nudge to fix a problem, we issue a Direction to Revise a Plan
for Continuous Improvement. We issue these if we are confident that the provider will fix
anissue but may need time to develop and implement their action plan.

Compelling actions

If providers cannot, will not or do not fix the problem quickly, we use our
enforceable regulatory actions. These include non-compliance notices and
sanctions to compel providers to fix the issue.
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Residential care: Early remediation, Directions and enforceable actions
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Figure 18: Directions and enforceable actions have fallen in residential care because of improved compliance and the Commission’s use
of early remediation to fix issues quickly.

Early remediation for residential care started in Q4 2022-23.

*The falls in the number of regulatory * The lower number of non-compliance notices
actions (Directions) and enforceable actions compared with Q3 2022-23 is largely because
are related to our move to using early more providers are submitting their quarterly
remediation to deal with non-compliance financial reports on time. Of the 20 Non-
quickly, as well as improvements in provider Compliance Notices we issued in Q2, 15 were
compliance (page 26). for late financial reports.
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Home Services: Directions and enforceable actions
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Figure 19: Directions and enforceable actions in response to non-compliance in home services
* NCNs issued in this quarter were mainly due to QFR non-lodgement

*The number of directions we issued to home

Early remediation accounts for more services to fix their non-compliance went
than half of Commission responses down over the past quarters to zero in Q1.
to non-compliance in home services In Q2 we issued 3 directions.

I

100% *As with residential care, the falls in regulatory

actions (directions) and enforceable actions
reflect our move to using early remediation
56% to deal with non-compliance quickly (page 22).

75%

I

I

20 38% *Non-Compliance Notices (NCNs) increased in

Q2 2023-24 but compared with Q3 2022-23,
there is a significant decrease. We issued
& most of these Non-Compliance Notices (15)
Early Directing Compelling because providers submitted their Quarterly
remediation action’s action'’s Financial Reports late.

@ Q22023-24rates

25% —

Figure 20: Commission response to findings of non-compliance
inhome services

The Commission started using early remediation in home
servicesin Q2 2023-24.

Compelling actions refer to actions taken in response
to quality audit decisions, performance assessments
and other obligations.
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Additional monitoring of the sector

As well as our site and quality audit programs, we monitor all providers and services through

our data and intelligence. We actively monitor residential services and home services through
assessment contacts. For residential aged care, an assessment contact usually happens through
an onsite visit. For home services, our assessment contacts usually happen offsite through phone
calls or writing to providers. We use assessment contacts to follow up on risks to people receiving
care that we have found through:

*a complaint
a serious incident notification; or
 other information that we have received.

We also use assessment contacts to check how the sector is doing in areas of risk we are focused on.
In residential care we are currently focussing on 4 key areas of risk sector wide:

*infection prevention and control
+food, nutrition and dining
*workforce responsibilities

*response to high-risk weather events.

*Over the past 4 quarters, most of our onsite
Residential care: Risk-based assessment visits in residential care have
assessment contacts been focussed on sector-wide risks. They
have been particularly focussing on infection
prevention and control, and food nutrition
1,014 and dining.

1,200 —

1,000 —
846 *To check on infection prevention and control
practices we have now visited all residential
services at least once. This is part of our
commitment to reducing the risk of all
infectious diseases, including COVID-19,
influenza and gastroenteritis.

800

I

I

600 559

468
400 —

200 L 185 18 10 162 *In Q1 and Q2 2023-24 we checked 519
providers for infection control management,
0 289 for food nutrition and dining and 125
L. e S 2. for workforce responsibilities. We don't use

these processes as the basis for a formal
finding on non-compliance. However,

if we have concerns we will undertake

a further performance assessment of the
Figure 21: Assessment contacts over the past 4 quarters service againSt some or all of the Qua“ty
in residential care Standards which may lead to a non-

(See data tables for a breakdown of performance and complia nce finding.
monitoring assessments).

@ Offsite assessment contacts
@ Onsite assessment contacts

agedcarequality.gov.au 26




VV
~y  Sector performance - compliance | Q2 October - December 2023

Home services: Risk-based
assessment contacts
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@ Offsite assessment contacts
@ Onsite assessment contacts

Figure 22: Assessment contacts in home services over the past
4 quarters

(See data tables for a breakdown of performance and
monitoring assessments).

Performance assessment contacts are visits we make

to aservice because we have identified a risk through internal
Commission data like complaints and SIRS notifications or other
sources like the media or other agencies.

We can also make these visits because of a risk identified

during a quality audit. In this case, if we find the service is not
complying, the decision will be recorded as part of the quality
auditreport.

agedcarequality.gov.au

*The number of home services assessment
contacts for Q2 is back to our usual number,
after a focussed offsite assessment contact
program during 2023.

*The purpose of the program was to help
us to better understand the service type,
services offered, and specific risks for
individual providers.

*We used this information to plan our
program of quality audits. We are now
increasing the activity in the quality audit
program including preparedness for high-
risk weather across the home services
sector. We are also using a new approach
for assessing multiple services run by the
same provider. You can learn more about
this approach in the February edition of the
Quality Bulletin.

Find out more by clicking
the links below:

* Assessment and monitoring | Aged
Care Quality and Safety Commission

* Aged Care Quality Standards

*Home services quality reviews

s Residential care review audits

* Aged care services performance
and enforceable actions

L2

* Enforceable-undertakings _’R
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https://www.agedcarequality.gov.au/news-publications/quality-bulletin/aged-care-quality-bulletin-62-february-2024#aged-care-reform-update
https://www.agedcarequality.gov.au/providers/assessment-monitoring
https://www.agedcarequality.gov.au/providers/assessment-monitoring
https://www.agedcarequality.gov.au/providers/quality-standards
https://www.agedcarequality.gov.au/providers/assessment-monitoring/quality-reviews
https://www.agedcarequality.gov.au/providers/assessment-monitoring/review-audits
https://www.agedcarequality.gov.au/older-australians/defining-quality-care
https://www.agedcarequality.gov.au/older-australians/defining-quality-care
https://www.agedcarequality.gov.au/providers/non-compliance/enforceable-undertakings
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Worker regulation

The Code of Conduct (the Code) describes how aged care providers, their
governing persons (e.g. board members) and workers (including volunteers)
-, must behave and treat people receiving aged care. We take action if we find

that an aged care provider, a governing person or person providing care has
done something that is inconsistent with the Code.

The Code helps people receiving aged care to have confidence and trust in the quality and safety
of the care they receive, no matter who is providing it.

You can find information about the Code for approved providers, aged care workers and governing
persons on our website.

Worker regulation investigation cases

We are always monitoring and analysing our
intelligence and data to identify risks. This
includes identifying risk in trends or patterns
of behaviour that may not follow the Code.

We will investigate if there is a high risk to people
receiving care because a:

51

Total investigations

* person’s conduct does not comply
with the Code

* provider is not complying with their
responsibilities

Source of investigation
|

* person may not be suitable to provide
aged care.

In Q2, 51 cases were under investigation by the
Internal intelligence

¢ 31
® 20

External intelligence

Figure 23: Source of worker regulation investigations in Q2

The figures show cases from 1 October 2023 to 31 December
2023, and were extracted on 5 January 2024.

Reported figures may change as cases in the database are updated.

We identify risks related to Code matters
through all of our regulatory activities, such

as SIRS notifications and complaints.

We also identify risks through external sources
such as the National Disability Insurance Scheme
(NDIS) Quality and Safeguards Commission,
other regulatory agencies and the media.

agedcarequality.gov.au

Commission’s investigation team:

*31 of these cases came through our own
processes, including:

- 19 from the SIRS
-6 from our complaints process
-6 from other internal sources.

+ 20 investigations came through external
sources including:

- 10 from the NDIS Commission
-7 from other external agencies

-3 from the media.
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https://www.agedcarequality.gov.au/workers/code-conduct-workers
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Banning orders

Compliance and Total
enforcement actions RS
Specified term banning order 9
Permanent banning order 19

Total banning orders in Q2 28

Figure 24: Banning orders

Source: Data from Commission systems as of 31 December
2023, extracted 5January 2023. Reported figures may change
as casesinthe database are updated.

We can make a banning order against:

*a current or former aged care worker
of an approved provider

*a current or former governing person
of an approved provider

* people who have not worked or been
engaged in aged care before.

Banning orders can stop a person from:

*being involved in providing any type
of aged care

*being involved in providing specific
types of aged care

*taking part in specific activities as an
aged care worker or governing person.

A banning order can be:

*permanent or for a certain time

*subject to conditions.

We have a register of banning orders
that lists all banning orders we have
made. You can also find more
information on banning

orders on our website.

agedcarequality.gov.au

Total banning orders
since 1 December 2022

An investigation may result in the Commission
issuing a banning order to stop a person

from working in aged care or restrict their
activities. A banning order is our most serious
enforcement action against a person.

We may take other actions including issuing

a caution letter to the worker or directing the
provider and the worker to take certain actions,
including further training.

In Q2, we issued 28 banning orders:
*9 banning orders were for a specific time

* 19 banning orders were permanent (14 of
these orders involved people who have been
banned in the past by the NDIS Commission).

Find out more by clicking
the links below:

* Regulatory Bulletin: Banning orders
* Aged Care Register of banning orders
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https://www.agedcarequality.gov.au/sites/default/files/media/rb_2023-17_banning_orders_0.pdf
https://www.agedcarequality.gov.au/for-providers/non-compliance/banning-orders/aged-care-register-banning-orders
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Serious Incident Response Scheme

Residential aged care providers and providers that deliver care services
in a home or community setting are required to notify the Commission
about 8 types of reportable incidents through the Serious Incident
Response Scheme (SIRS). More detailed information about the SIRS
isincluded in links at the end of this section.

Every provider must have an effective incident management system in place. Providers should
use this system to reduce the risk of incidents and to respond effectively when they happen.
Thisis a requirement under Quality Standard 8 (Organisational governance).

Knowing the rate of SIRS notifications for the sector can help providers to understand how their rate

of notifications compares to other providers. We use these rates, combined with other information

on provider performance, to focus on services that have concerning rates of SIRS notifications. This can
include rates that seem too high or rates that seem too low. We have included SIRS notification rates
for residential care by provider ownership type and size.

Residential care: Home services:

Reportable incident notifications Reportable incident notifications

14,331 1,190

Unreasonable use of force 8,086 Neglect 682
S

Neglect 3,363 Stealing or financial coercion

CEE— by a staff member 293
cEEEE——

Psychological or emotional abuse 1,191 Psychological or emotional abuse 86

- (]

Unlawful sexual contact or inappropriate

sexual conduct 620 Unreasonable use of force 47

e e

Unexplained absence from care 467 Missing consumers 31

Stealing or financial coercion Unexpected death 21

by a staff member 212

e
Unlawful sexual contact or

Unexpected death 198 inappropriate sexual conduct 18
e

Inappropriate use of restrictive practices 194 Inappropriate use of restrictive practices 12

e e

Figure 25: All reported incidents in residential care Figure 26: All reported incidents in home services
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Residential care: Unreasonable use of force was the most reported incident type

Reportable ECIERE 2022—3: 2022—3‘; 2023—31 2023—3421 2023—3421

total total total Priority 1 Priority 2
Unreasonable use of force 7,686 7,370 7,711 1,945 6,141 8,086
Neglect 2,236 2,960 3,134 998 2,365 3,363
Psychological or emotional abuse 1,102 1,122 1,346 168 1,023 1,191
Unlawful sexual contact or inappropriate 603 524 623 615 5 620
sexual conduct~
Unexplained absence from care” 410 352 334 463 4 467
Stealing or financial coercion by a staff member 336 180 220 114 98 212
Unexpected death” 211 242 225 198 0 198
Inappropriate use of restrictive practices 193 146 204 28 166 194
TOTAL 12,777 12,896 13,797 4,529 9,802 14,331

Figure 27: Number of Priority 1 and Priority 2 reported incidents in residential care over the past4 quarters

~Reportable incidents of unlawful sexual contact or inappropriate sexual conduct are Priority 1 reportable incidents. The notifications
recorded in this table as Priority 2 are because providers incorrectly selected Priority 2 when they submitted the notification.

A Notifications of unexplained absence or unexpected deaths are Priority 1 reportable incidents. The notifications recorded in this
table as Priority 2 are because providers incorrectly selected Priority 2 when they submitted the notification.
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Spotlight on SIRS Priority 1 and Priority 2 notifications in residential care

Residential care: SIRS Priority 1 and Priority 2 notifications
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9000 |~ 8,566
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7000 —
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Figure 28: SIRS Priority 1 and Priority 2 notifications in residential care across the past 4 quarters

Unreasonable use of force and unexplained absence from care highlight particular issues we are focussing on.

*There has been a 4% increase in residential
care SIRS notifications this quarter.
This has been driven by an increase
in Priority 2 notifications.

*The higher number of Priority 2 incidents
may be a sign that providers’ understanding
of the scheme is improving. Priority 2
incidents give providers an opportunity
to address risk and reduce the likelihood
of more serious incidents.

*There has been a 9% increase in Priority 2
notifications of unreasonable use of force
and a drop of 8% in Priority 1 notifications.

agedcarequality.gov.au

*Notifications of unreasonable use of force
in residential care consistently account for
more notifications than any other incident
type combined.

*We are concerned that providers do not
always correctly assess the impact
of incidents on older people. The impact
of an incident can be observable or not,
severe or mild, and can change over time.
The impact can be physical, psychological,
social, spiritual or relate to dignity and rights.
We expect providers to consider the impact
of both Priority 1 and Priority 2 incidents
on the older people in their care.
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*In Q2, unreasonable use of force accounted *The SIRS Insights publication Unexplained
for 56% of all notifications. Around 90% Absence from Care helps providers to update
of these notifications were incidents their processes across their services
between residents. to reduce the likelihood of these incidents

happening and if they do, understand and

*The SIRS Insights publication Unreasonable o .
manage their impact effectively.

Use of Force: resident incidents explains
how we expect providers to focus

on preventing and managing these types
of incidents. Providers should be analysing
the root causes of both Priority 1 and
Priority 2 incidents.

* There were 131 more notifications
of unexplained absence from care this
quarter, which is a Priority 1 type incident.
While it is only a small proportion of reported
incidents in residential care, it is of concern
because it has a high risk to the older person,
including risk of death. It also goes to the
heart of provider responsibilities to keep
every person living in aged care safe while
continuing to support a person’s right to have
choice and freedom of movement.

Priority 1 reportable incidents are incidents:

«that must be notified to us within 24 hours

*that have caused, or could reasonably have caused, a person receiving aged care physical
or psychological injury or discomfort that needed medical or psychological treatment

*where it is reasonable to contact the police (this includes all incidents involving alleged,
suspected, or witnessed sexual assault)

*where there is the unexpected death of a person in aged care
or their unexplained absence from the service.

Priority 2 reportable incidents are incidents:

*that do not meet the criteria for a Priority 1 reportable incident.
Providers must notify us within 30 days of becoming aware of the incident.
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SIRS notification rates
SIRS incident notification rates

SIRS notification rates can help providers ; . .
in residential care

to identify if their reporting rate is significantly

different from the sector average. Providers 2

should also be reviewing their incident 80 - ., 74 by 2

management system to look for ways they 70 [

canimprove. e

The slight overall rise in notification rates 50 |

across the previous 12 months may in part a0 L

reflectimproved reporting. Many reported

incidents are nonetheless preventable. 0

We expect providers to be able to show 20 =

how they keep improving to reduce the 10 L

likelihood of incidents. This includes studying . 1 1 1 1

what happens when things go wrong Q3 Q4 Q1 Q2

and introducing changes to stop it from 22-23 22-23 23-24 23-24

happening again. ® Rate
Figure 29: SIRS incident notification rate for residential care
SIRS notification rate is number of notifications per 10,000
occupied bed days (OBD).
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Residential care reporting rates per quarter for each incident type
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Figure 30: SIRS reporting rates and Priority 1 and Priority 2 numbers for each notification type in residential care.
All rates are notifications per 10,000 OBDs. All rates are notifications per 10,000 bed days.
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*In Q2, the overall rate of SIRS reporting *We are doing further research to better
in residential care is 7.9 per 10,000 occupied understand incidents of neglect.
bed days (OBDs) which is slightly higher
than last quarter. For a residential service
fully occupied by 110 residents, this would
be equivalent to 8 incidents across the
quarter. Reporting rates for each incident
type have remained stable, apart from

neglect and unreasonable use of force. * The steady but lower rate of inappropriate
use of restrictive practices notifications may

be partly because of under-reporting.

*Inappropriate use of restrictive practices
notifications, along with unexpected death
and stealing or financial coercion, have the
lowest number and rates of notifications
of any of the 8 incident types.

* Over the past 4 quarters, rates of neglect

have increased from 1.3 to 1.9 per
10,000 OBDs. * The use of physical restraint, as reported

through the QIP has been going down.
This covers all types of restrictive practices,
both appropriate and inappropriate, except
*Neglect includes many kinds of clinical for chemical restraint.
incidents. When providers notify
us of incidents of neglect, they should
also check their data to look for other
clinical issues.
This includes the data that they collect
and submit under the National Aged Care
Mandatory Quality Indicator Program (QIP).

*Most of the recent increase in neglect
notifications is in Priority 2 incidents.

Our In Focus segment on Restrictive Practices,
on page 55 aims to help providers better
understand this importantissue.
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Residential aged care SIRS rate by provider size

Small providers Medium providers Large providers

12 — 12 — 12 —

Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2

22-23 22-23 23-24 23-24 22-23 22-23 23-24 23-24 22-23 22-23 23-24 23-24

@ Overalltrend across last four quarters

Figure 31: SIRS reporting rates per quarter by provider size in residential care over the past 4 quarters.
All rates are notifications per 10,000 bed days.

*The SIRS notification rate for small providers *Large providers’ SIRS notification rate
has remained stable for the past 4 quarters. have increased in the past 4 quarters
The notification rate of 6.0 in Q2 is well below to 8.1 in Q2, which is slightly higher than
the sector average of 7.9. the sector average.

*Medium size providers’ SIRS notification rate *There does not appear to be a clear trend
has increased in the past 4 quarters. The in SIRS notifications rates by provider size,
notification rate in Q2 of 9.5 is higher than with rates varying across quarters.

the sector average. For a residential service
fully occupied by 110 residents, this would
be equal to 9 to 10 incidents in the quarter.
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Residential aged care SIRS rate by ownership type

For-profit
12 — 12

10 — 10

Q3 Q4 Q1 Q2 Q3
22-23 22-23 23-24 23-24

@ Overalltrend across last four quarters

Not-for-profit

22-23 22-23 23-24 23-24

Government

Q1 Q2 Q3 Q4 Q1 Q2

22-23 22-23 23-24 23-24

Figure 32: SIRS reporting rates per quarter by ownership type in residential care. All rates are notifications per 10,000 bed days.
Rates exclude 45 notifications for Q2 that could not be connected to a provider type, 12 providers that provide flexible care options

and exclude 18,842 bed days.

These notifications are included in the total SIRS reporting rate figure.

* Rates of SIRS notifications by for-profit
providers have increased in the past
4 quarters at a faster rate than the
overall growth for the sector. Notifications
for not-for-profit providers have increased
slightly over the past 4 quarters.

* Government providers’ rates of notifications
have gone down significantly in Q2.

*In Q2, notification rates for all ownership
types are close to the sector average
of 7.9 per 10,000 OBDs.
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*No general conclusions about the
performance of provider types can or should
be made from this data. SIRS notifications
are only a single view of performance.

The reasons for any differences in notification
rates are not always clear, and are likely
to be influenced by a number of factors.
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How to calculate your own SIRS notification rate for the quarter:

1. Take the number of incidents in your service that you reported to the Commission over
the quarter.

2.Take the number of OBDs for your service during the quarter. This number is what you used
for claiming subsidies with Services Australia and should also match the figure you entered
for ‘Occupied Bed Days’ in your Quarterly Financial Report.

3.Divide the first number by the second number and multiply by 10,000.

Example

Good Care ABC s a large size government provider. One of its services has 300 residents and
is fully occupied throughout the year. It has 109,500 OBDs in a calendar year. For Q2 there
are 92 days, and the service would have 27,600 OBDs. The service notified the Commission
of 30 serious incidents in this quarter.

Its SIRS notification rate per 10,000 OBDs
would be 30/27,600 x 10,000 = 10.87

The SIRS sector average notification rate is 7.9 (for Q2) incidents per 10,000 OBDs.
Good Care ABC's notification rate for the quarter
of 10.87 is above the sector average rate.

agedcarequality.gov.au 39
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Home services: Neglect was the most reported incident type across the past 4 quarters

Reportable incident Q3 Q4 Q1 Q2 Q2
2022-23  2022-23  2023-24  2023-24  2023-24

total total total Priority 1 Priority 2

Neglect 382 562 556 304 378 682

Stealing from or financial coercion of a consumer 250 252 280 166 127 293
by a staff member

Psychological or emotional abuse 66 72 69 23 63 86
Unreasonable use of force 56 52 54 27 20 47
Missing consumers 24 30 39 26 5 31
Unexpected death 13 24 26 21 0 21
Unlawful sexual contact, or inappropriate 13 21 24 18 0 18

sexual conduct
Inappropriate use of restrictive practices 5 16 7 1 11 12

TOTAL 809 1,029 1,055 586 604 1,190

Figure 33: Number of Priority 1 and Priority 2 reported incidents for home services
SIRS notification rates are not available for home services because of the different way consumer data is collected.

Find out more by clicking the links below:

+Serious Incident Response Scheme Insight Reports
+SIRS information for providers
* SIRS information for consumers

+SIRS information for home services providers
* Information on Quality Standard 8 — Organisational governance

\l/
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https://www.agedcarequality.gov.au/news-publications/reports/sirs-insights-reports
https://www.agedcarequality.gov.au/providers/serious-incident-response-scheme
https://www.agedcarequality.gov.au/older-australians/safety-care/serious-incidents
https://www.agedcarequality.gov.au/sites/default/files/media/acr_shs_003_sirs_home_services_provider_guidelines_0.pdf
https://www.agedcarequality.gov.au/providers/quality-standards/organisational-governance
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Spotlight on Priority 1 and Priority 2 notifications in home services

Home services: SIRS Priority 1
and Priority 2 notifications
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Home services: Stealing or finanical
coercion notifications
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Figure 34: SIRS Priority 1 and Priority 2 notifications in residential care across the past 4 quarters

We chose stealing and financial coercion to highlight a particular issue we are focussing on.

* The significantly lower numbers of SIRS
notifications for home services may be due
to the:

- different settings in which the services
are provided

- lower contact hours per person
— lower risks for delivering many home services.

*Overall, there has been a 13% increase in SIRS
notifications for home services. Priority 2
notifications increased by 24% and Priority 1
notifications increased by 4%.

*Our review of the data suggests that there
is still under-reporting of SIRS incidents
in home services. We are working with
providers in 2024 to remind them of their
reporting responsibilities.

* Neglect accounts for the highest proportion

(57%) of notifications. In home services,
neglect includes a care worker missing a shift.

*As seen in the figure above there has been
a 13% increase in Priority 1 notifications
for stealing or financial coercion in Q2 and
a 4.5% decrease in Priority 2 notifications.

agedcarequality.gov.au

This contrasts with the overall trend for SIRS
home services notifications, where Priority 2
notifications have increased much faster than
Priority 1 notifications.

*The relatively high levels of stealing or
financial coercion notifications by a staff
member flag this as another area of concern.

* It highlights how important it is for providers
to have processes to identify this type
of conduct.

* Our response includes monitoring, education
and engagement within the sector to address
these concerns. As part of this response,
we will publish an Insights report on stealing
or financial coercion in home services.

* A good complaints management system
helps providers to detect stealing and
financial coercion. It allows people receiving
care and their representatives to have their
concerns heard and dealt with.

*Rates of notifications are currently under
development for SIRS in home services
to publish in future editions of this report.
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Complaints

Complaints and feedback give providers and the Commission valuable

information about the issues that are concerning people receiving care and

their families or representatives. In this section, we list the most common
issues that people receiving aged care services, their families and representatives have
raised with us. We also include sector wide rates by provider size and type.

The rates below only include complaints that were lodged with us. Providers will also have their
own internal complaints data that they can use to improve their service.

We expect providers to encourage and support people receiving care to make complaints when
there is anissue with their care. We also expect them to encourage and support their staff
to resolve complaints.

The volume and rate of complaints we receive each quarter can vary. This can be affected by factors
such as time of year, public holidays and media interest in specific topics. In Q2, the number and rate
of complaints in both residential care and home services dropped, after having remained steady for

2 quarters.
Residential care Home services
- A .,1”
1,144 807
Complaints received Complaints received
(HCP =735+ CHSP =72)
E E
0.6 0.3
Complaints rate Complaints rate
per 10,000 occupied bed days (OBD) per 100 consumers in HCP

Figure 35: Number of complaints and complaints rate in home services for Q2
* Home Care Packages (HCP), Commonwealth Home Support Programme (CHSP).

agedcarequality.gov.au 42



@L Sector performance - complaints | Q2 October - December 2023

In this section we list the rates of complaints
over the past 4 quarters, calculated by

the number of complaints received in the
quarter per:

10,000 OBDs in residential care
*+ 100 people receiving care in home services.

This allows us to track changes over time and
account for services with different numbers of:

sresidents in residential care as well
as occupancy

* people receiving home services.

There are sector rates and rates by provider
size and ownership type for residential
care. Where possible, we have also broken-
down home services by program type. The
2 programs are the Commonwealth Home
Support Programme (CHSP) and Home
Care Packages (HCP). This allows providers
to compare their results with similar types
of providers.

We encourage you to calculate your own
complaints rates to compare with the sector
wide averages and averages for similar types
of providers.

If your own rates are very different from the
averages, itis important to know why:

*Has an unresolved issue come
up at your service?

* Are there any problems with your
complaints system?

*Are people receiving care confident
that management can resolve an issue
quickly or do they feel the need to involve
the Commission?

*Does this show that people receiving care are

not confident to come forward and complain,
or even know how to make a complaint?

agedcarequality.gov.au

Complaints received about
residential care
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@ Ratesofcomplaints per 10,000
occupied bed days (OBD)

Figure 36: Number of complaints and complaints rate for
residential care over the past4 quarters

* There has been a slight declining trend in the numbers
of complaints about residential care.

* Itis not clear whether thisis part of a longer-term trend and
the Commission is monitoring it.
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Residential aged care complaints rate by provider size

Small providers Medium providers Large providers

Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2
22-23 22-23 23-24 23-24 22-23 22-23 23-24 23-24 22-23 22-23 23-24 23-24

@ Overalltrend across last four quarters

Figure 37: Residential care complaint rate per 10,000 occupied bed days (OBD) by provider size in residential care over the past4 quarters

* The complaints rate for small providers has *Large providers’ complaints rate for Q2
stayed much the same. The rate in Q2 went (0.6) is the same as the sector average.
down to 0.7 which is still above the sector The rate has been inconsistent over the
average of 0.6. past 4 quarters but overall is going down.

*Medium size providers’ complaints rate has
gone down over the past 4 quarters to 0.6 in
Q2, which is the same as the sector average.
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Residential aged care complaints rate by ownership type

For-profit
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@ Overalltrend across last four quarters

Not-for-profit Government
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Figure 38: Residential care complaint rate per 10,000 occupied bed days (OBD) by ownership type and provider size in residential care

over the past 4 quarters

*The overall complaints rate for residential * Not-for-profit providers’ complaints rate
care providers for Q2 is 0.6 complaints is also doing down. The Q2 rate of 0.6 is the
per 10,000 OBDs. For a residential service same as the sector average.

fully occupied by 110 residents, this would
be less than one complaint in a quarter
or about 2 to 3 complaints in a year referred

to the Commission.

* Government providers’ complaints rate for
Q2 is 0.5 which is below the sector average
of 0.6. This rate has varied over the past
4 quarters but is increasing overall.

* The complaints rate of for-profit providers
has gone down over the past 4 quarters.
However, the Q2 rate of 0.7 complaints
per 10,000 OBDs, is still above the sector

average of 0.6.

agedcarequality.gov.au
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How to calculate your own residential complaints rate
(per 10,000 OBDs) for a quarter:

1. Take the number of complaints about your service lodged with the Commission over the quarter.

2.Take the number of OBDs for your service during the quarter. This number is what you used
for claiming subsidies with Services Australia and should also match the figure you entered for
‘Occupied Bed Days' in your Quarterly Financial Report.

3.Divide the first number by the second number and multiply by 10,000.

Example

Excellent Care ABCis a residential aged care provider that runs one residential care
service of 100 residents. It is fully occupied throughout th