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	[bookmark: _Hlk112236758]Name:
	BallyCara Community Care

	Commission ID:
	700800

	Address:
	16B Oyster Point Esplanade, SCARBOROUGH, Queensland, 4020

	Activity type:
	Assessment contact (performance assessment) – non-site

	Activity date:
	on 15 April 2025

	Performance report date:
	8 May 2025

.au
This performance report is published on the Aged Care Quality and Safety Commission’s (the Commission) website under the Aged Care Quality and Safety Commission Rules 2018.

Services included in this assessment
[bookmark: SERVICEALLOCATIONLIST]Home Care Packages (HCP) included:
Provider: 1136 Ballycara Limited
Service: 25138 BallyCara Community Care - Brisbane North
Service: 25139 BallyCara Community Care - Cabool
Service: 18000 BallyCara Community Care - Gold Coast - Home Care service
Service: 25137 BallyCara Community Care - Logan
Service: 27386 BallyCara HomeCare - Melbourne

Short Term Restorative Care (STRC) included.

Commonwealth Home Support Programme (CHSP) included:
Provider: 7525 Ballycara Limited
Service: 24996 Ballycara Limited - Care Relationships and Carer Support
Service: 24997 Ballycara Limited - Community and Home Support


This performance report
This performance report has been prepared by K. Day, delegate of the Aged Care Quality and Safety Commissioner (Commissioner)[footnoteRef:1].  [1:  The preparation of the performance report is in accordance with section 68A of the Aged Care Quality and Safety Commission Rules 2018.
] 

This performance report details the Commissioner’s assessment of the provider’s performance, in relation to the services it operates, against the Aged Care Quality Standards (Quality Standards). The Quality Standards and requirements are assessed as either compliant or non-compliant at the Standard and requirement level where applicable.
The report also specifies any areas in which improvements must be made to ensure the Quality Standards are complied with.
Material relied on
The following information has been considered in preparing the performance report:
· the assessment team’s report for the Assessment contact (performance assessment) – non-site report was informed by review of documents and interviews with staff, older people and others.
· performance report dated 2 August 2024 prepared in response to a Quality Audit undertaken from 28 May 2024 to 31 May 2024.
Assessment summary for Home Care Packages (HCP) 
	[bookmark: _Hlk177044633]Standard 1 Consumer dignity and choice
	Not applicable as not all requirements have been assessed 

	Standard 2 Ongoing assessment and planning with consumers
	Not applicable as not all requirements have been assessed 

	Standard 8 Organisational governance
	Not applicable as not all requirements have been assessed 



Assessment summary for Commonwealth Home Support Programme (CHSP)
	Standard 2 Ongoing assessment and planning with consumers
	Not applicable as not all requirements have been assessed

	Standard 8 Organisational governance
	Not applicable as not all requirements have been assessed



A detailed assessment is provided later in this report for each assessed Standard.
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 required to actively pursue continuous improvement in order to remain compliant with the Quality Standards. 


Standard 1
	Consumer dignity and choice
	HCP

	Requirement 1(3)(e)
	Information provided to each consumer is current, accurate and timely, and communicated in a way that is clear, easy to understand and enables them to exercise choice.
	Compliant 


Findings
Consumers reported increased confidence in the accuracy, clarity, and timeliness of financial information, noting improved access to budget plans, care plans and monthly statements. Staff effectively utilised updated systems and communication frameworks, supporting transparent care and budget planning tailored to individual needs. Management implemented and monitored a range of corrective actions following the Site Audit, including monthly budget oversight meetings and engagement with software providers to refine financial reporting and communication processes. Documentations confirmed consistency across care plans, budgets, and statements, with accessible formats and updated resources that clearly outlined service information, consumer rights, and financial expectations.
Based on the information summarised above, I find the provider compliant with Requirement (3)(e) in Standard 1 Consumer dignity and choice.

Standard 2
	[bookmark: _Hlk106628362]Ongoing assessment and planning with consumers
	HCP
	CHSP

	Requirement 2(3)(d)
	The outcomes of assessment and planning are effectively communicated to the consumer and documented in a care and services plan that is readily available to the consumer, and where care and services are provided.
	Compliant 
	Compliant 


Findings
Consumers reported receiving care plans reflecting their individual needs, preferences, and life stories, and stated these documents were comprehensive, accessible, and regularly updated. Staff demonstrated consistent use of improved care planning tools and processes, including checklists, assessments, and other support, to ensure alignment between identified consumer needs and planned services. Management implemented targeted improvements, including tailoring the electronic care management system, increased clinical audits, and board-level oversight to ensure care planning was comprehensive and compliant. Documentation confirmed assessment outcomes were consistently transferred into care plans and accessible to staff.
Based on the information summarised above, I find the provider compliant with Requirement (3)(d) in Standard 2 Ongoing assessment and planning with consumers.

Standard 8
	Organisational governance
	HCP 
	CHSP

	Requirement 8(3)(c)
	Effective organisation wide governance systems relating to the following:
(i) information management;
(ii) continuous improvement;
(iii) financial governance;
(iv) workforce governance, including the assignment of clear responsibilities and accountabilities;
(v) regulatory compliance;
(vi) feedback and complaints.
	Compliant 
	Compliant 


Findings
Consumers reported improved access to accurate and timely care information, including financial statements and care plans, which enabled them to make informed decisions and plan for future services with confidence. Staff described access to comprehensive, up-to-date consumer information at the point of care through electronic systems, and effectively applied new tools, templates, and procedures to support quality care planning and budget management. Management implemented a range of improvements, including recruitment of specialised roles, monthly oversight mechanisms, system upgrades, and collaboration with software providers to ensure timely invoicing, accurate budgeting, and strong governance. Documentation reviewed confirmed alignment between assessment outcomes, care plans, and financial statements, as well as accessible formats, clearly defined communication practices, and structured complaints and feedback system supporting continuous improvement.
Based on the information summarised above, I find the provider compliant with Requirement (3)(c) in Standard 8 Organisational governance.
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