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[bookmark: _Hlk32477662]Performance report prepared by
M Murray delegate of the Aged Care Quality and Safety Commissioner.
Publication of report
This Performance Report will be published on the Aged Care Quality and Safety Commission’s website under the Aged Care Quality and Safety Commission Rules 2018.
Services included in this assessment
[bookmark: HcsServicesFullListWithAddress]Home Care:
· Carers Network, 27698, Suite 9, 758 Blackburn Road, CLAYTON VIC 3168
CHSP:
· Domestic Assistance, 4-G2CPEYD, Suite 9, 758 Blackburn Road, CLAYTON VIC 3168
· Flexible Respite, 4-G2CPF03, Suite 9, 758 Blackburn Road, CLAYTON VIC 3168
· Social Support Individual, 4-G2CPET9, Suite 9, 758 Blackburn Road, CLAYTON VIC 3168


Overall assessment of Service/s 
	[bookmark: _Hlk27119087]Standard 1 Consumer dignity and choice
    
	HCP 
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 1(3)(a)
	HCP 
	Compliant

	    
	CHSP
	Compliant

	Requirement 1(3)(b)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 1(3)(c) 
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 1(3)(d) 
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 1(3)(e) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 1(3)(f) 
	HCP
	Compliant

	
	CHSP
	Compliant

	
	
	

	Standard 2 Ongoing assessment and planning with consumers
	HCP 
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 2(3)(a)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 2(3)(b)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 2(3)(c)
	HCP
	Compliant

	
	CHSP
	Not Compliant

	Requirement 2(3)(d)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 2(3)(e)
	HCP
	Compliant

	
	CHSP
	Compliant

	
	
	

	Standard 3 Personal care and clinical care
    
	HCP 
	Not Compliant

	
	CHSP
	Not Applicable

	Requirement 3(3)(a)
	HCP 
	Not Compliant

	    
	CHSP
	Not Applicable

	Requirement 3(3)(b)
	HCP
	Not Compliant

	
	CHSP
	Not Applicable

	Requirement 3(3)(c) 
	HCP
	Compliant

	
	CHSP
	Not Applicable

	Requirement 3(3)(d) 
	HCP
	Compliant

	
	CHSP
	Not Applicable

	Requirement 3(3)(e) 
	HCP
	Not Compliant

	
	CHSP
	Not Applicable

	Requirement 3(3)(f) 
	HCP
	Compliant

	
	CHSP
	Not Applicable

	Requirement 3(3)(g) 
	HCP
	Compliant

	
	CHSP
	Not Applicable

	
	
	

	Standard 4 Services and supports for daily living
	HCP 
	Compliant

	
	CHSP
	Compliant

	Requirement 4(3)(a)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 4(3)(b)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 4(3)(c)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 4(3)(d)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 4(3)(e)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 4(3)(f)
	HCP
	Compliant

	
	CHSP
	Not Applicable

	Requirement 4(3)(g)
	HCP
	Compliant

	
	CHSP
	Not Applicable

	
	
	

	Standard 5 Organisation’s service environment
	HCP 
	Not Applicable

	
	CHSP
	Not Applicable

	Requirement 5(3)(a)
	HCP
	Not Applicable

	
	CHSP
	Not Applicable

	Requirement 5(3)(b)
	HCP
	Not Applicable

	
	CHSP
	Not Applicable

	Requirement 5(3)(c)
	HCP
	Not Applicable

	
	CHSP
	Not Applicable

	
	
	

	Standard 6 Feedback and complaints
    
	HCP 
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 6(3)(a)
	HCP 
	Not Compliant

	    
	CHSP
	Not Compliant

	Requirement 6(3)(b)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 6(3)(c) 
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 6(3)(d) 
	HCP
	Not Compliant

	
	CHSP 
	Not Compliant 

	
	
	

	Standard 7 Human resources
    
	HCP 
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 7(3)(a)
	HCP 
	Not Compliant

	    
	CHSP
	Not Compliant

	Requirement 7(3)(b)
	HCP
	Compliant

	
	CHSP
	Compliant

	Requirement 7(3)(c) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 7(3)(d)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 7(3)(e) 
	HCP
	Compliant

	
	CHSP
	Compliant

	
	
	

	Standard 8 Organisational governance
    
	HCP 
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 8(3)(a)
	HCP 
	Not Compliant

	    
	CHSP
	Not Compliant

	Requirement 8(3)(b)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 8(3)(c) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 8(3)(d)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 8(3)(e) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant




Detailed assessment
This performance report details the Commissioner’s assessment of the provider’s performance, in relation to the services, 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 Quality Audit; the Quality Audit 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 Quality Audit report received 5 August 2022.


[image: ]

[image: ]STANDARD 1 Consumer dignity and choice 
	HCP	Not Compliant
	CHSP 	Not Compliant


Consumer outcome:
1. I am treated with dignity and respect, and can maintain my identity. I can make informed choices about my care and services, and live the life I choose.
Organisation statement:
2. The organisation:
(a) has a culture of inclusion and respect for consumers; and
(b) supports consumers to exercise choice and independence; and
(c) respects consumers’ privacy.
Assessment of Standard 1
Consumers are satisfied they are treated with dignity and respect and that services are being delivered in a culturally safe way. All consumers and representatives interviewed stated that they could contact the service to discuss their care and needs and make changes as appropriate.
Consumers do not always receive information in a way they can easily understand and some expressed frustration with some aspects of communicating with the organisation.
The service has policies and protocols in place relating to information privacy and confidentiality. The client information storage system is secure
This Quality Standard for the Home care packages service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant. 
This Quality Standard for the Commonwealth home support programme service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant.


[bookmark: _Hlk32932412]Assessment of Standard 1 Requirements 
	Requirement 1(3)(a)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Each consumer is treated with dignity and respect, with their identity, culture and diversity valued.

	Requirement 1(3)(b)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Care and services are culturally safe.

	Requirement 1(3)(c)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Each consumer is supported to exercise choice and independence, including to: 
(i) make decisions about their own care and the way care and services are delivered; and
(ii) make decisions about when family, friends, carers or others should be involved in their care; and
(iii) communicate their decisions; and 
(iv) make connections with others and maintain relationships of choice, including intimate relationships.

	Requirement 1(3)(d)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Each consumer is supported to take risks to enable them to live the best life they can.

	Requirement 1(3)(e)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


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.
Findings
Consumers are dissatisfied with the type and frequency of information they receive from the service. Several consumers noted recent changes to the scheduling of their services, longer shifts across less days have been introduced, and consumers are confused as to why this is occurring. Consumers gave specific examples of how this change was either inconvenient or not in line with their preferences. 
Some consumers were also confused by the invoice they receive; consumer feedback included the invoice did not accurately specify care and services as delivered and the funds balance remaining was difficult to ascertain. 
The Assessment Team identified that the service does not distribute an information pack or similar to consumers when they join the service. Some, but not all relevant information is noted in the consumer’s service agreement. New consumers do not, for example, receive a signed copy of the Charter of Aged Care Rights. 
The approved provider’s response notes that letters have recently been mailed out in regard to a change to the home care industry pay award. A management decision was made not to include too much information in the letters so as to not confuse consumers. The intention was that each consumer would get an individual telephone call on how the change will impact their services.
The approved provider’s response outlines follow up has occurred with those consumers who were unclear about their invoice and those consumers are now clear on how to read the invoice. Also, the service has developed a new information pack and this is now in use. 
While the approved provider has addressed some of the Assessment Team’s findings in their response to the audit, it is my view that the information consumers received prior to the audit was not always timely or in a format easily understood. 
Based on the evidence (summarised above) the approved provider does not meet this requirement. 

	Requirement 1(3)(f)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Each consumer’s privacy is respected and personal information is kept confidential.




[bookmark: _Hlk27644042][image: ]STANDARD 2 Ongoing assessment and planning with consumers 
	HCP	Not Compliant
	CHSP 	Not Compliant

Consumer outcome:
1. I am a partner in ongoing assessment and planning that helps me get the care and services I need for my health and well-being.
Organisation statement:
2. The organisation undertakes initial and ongoing assessment and planning for care and services in partnership with the consumer. Assessment and planning has a focus on optimising health and well-being in accordance with the consumer’s needs, goals and preferences.
Assessment of Standard 2
Consumers and representatives interviewed stated that they had received an agreement but could not always remember receiving a support plan. The service has a system for regular reviews (at least annually).
The service did not demonstrate that assessments and care planning is consistently undertaken for consumers under the CHSP program.
The HCP program did not adequately demonstrate a consistent approach to assessment and care planning is undertaken with consideration of risks such as falls, skin integrity and other clinical needs.
Where a risk to a consumer’s health and well-being is identified, appropriate care plans are not always developed with strategies to manage and/or minimise the risk.
Validated clinical risk assessment tools are not being consistently used. 
This Quality Standard for the Home care packages service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant. 
This Quality Standard for the Commonwealth home support programme service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant.
Assessment of Standard 2 Requirements 
	Requirement 2(3)(a)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


Assessment and planning, including consideration of risks to the consumer’s health and well-being, informs the delivery of safe and effective care and services.
Findings
The Assessment Team provided evidence that the service does not effectively assess the risks associated with the consumer’s health and well-being. Assessments for known aged care risks such as poor mobility, the impact of medications and prevalence of pain have not been consistently undertaken to consider how the risk might impact the delivery of the CHSP service.
Clinical assessments to inform strategies for the management of specific consumer risks receiving HCPs such as consumers living with dementia, complex psychological needs, or requiring short or long term management of catheters or enteral feeds have not consistently been undertaken. Validated clinical assessment tools have not been consistently used to establish baseline clinical health.
The approved provider’s response outlines their commitment to introducing assessment and care planning for CHSP clients. It also notes formal recommendations to consumers to seek specialist assessments will be made once an assessed need is identified by care coordination staff. 
Based on the evidence (summarised above) the approved provider does not meet this requirement, assessments do not adequately inform safe care at this time.

	Requirement 2(3)(b)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


Assessment and planning identifies and addresses the consumer’s current needs, goals and preferences, including advance care planning and end of life planning if the consumer wishes.
Findings
The Assessment Team found the majority of CHSP consumers did not have an individualised assessment undertaken by the service. Care files generally contained the My Aged Care Assessment and a task list as the basis for informing service delivery. Care coordination staff confirmed they do not undertake their own assessments and rely on third party information.
The Assessment Team’s review of the care planning documentation for HCP consumers with complex medical needs, found the information was insufficient in its scope and detail to inform safe and appropriate care.
In relation to CHSP consumers, the approved provider’s response confirms the service has, to date, relied upon the My Aged Care assessment and the service has begun its own independent assessment of clients since the quality audit occurred.
In relation to HCP consumers, the approved provider’s response states the care plans of two named consumers have been updated to make them more comprehensive. It asserts that information in the remaining care plans is sufficient for the type of service being delivered, one of which is for ‘low level’ respite care for a consumer on a level four home care package.
The approved provider’s response notes that Service Agreements for clients outline the consumer can provide an advance care plan to the service if they have one already in place. The approved provider has committed to incorporating a review of the consumer’s advance care wishes during scheduled reviews.
Based on the evidence (summarised above) the approved provider does not meet all aspects of the requirement. The service does not undertake its own care planning and it does not discuss advance care planning. I am not persuaded by the argument that a respite service for a consumer on a high level home care package can be categorised as low level and, in this instance, I am more persuaded by the Assessment Team’s evidence that care planning information is insufficient to deliver safe care.

	Requirement 2(3)(c)
	HCP   
	Compliant

	
	CHSP 
	Not Compliant


The organisation demonstrates that assessment and planning:
(i) is based on ongoing partnership with the consumer and others that the consumer wishes to involve in assessment, planning and review of the consumer’s care and services; and
(ii) includes other organisations, and individuals and providers of other care and services, that are involved in the care of the consumer.
Findings
Care coordination staff at the service informed the Assessment Team that they rely on the My Aged Care assessment to inform how CHSP services are delivered. A tasks list is developed by the service. While conversations between consumers and the service do occur on significant changes, these are generally not documented or updated in a care plan. 
The approved provider’s response outlines their commitment to introducing their own assessment and care planning for CHSP clients.
Based on the evidence (summarised above) the approved provider does not comply this requirement for CHSP. The approved provider has not demonstrated it has met sub-requirement (i) as a result it cannot comply with the requirement as all sub requirements need to be found compliant.  

	Requirement 2(3)(d)
	HCP   
	Compliant

	
	CHSP 
	Compliant


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.

	Requirement 2(3)(e)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Care and services are reviewed regularly for effectiveness, and when circumstances change or when incidents impact on the needs, goals or preferences of the consumer.
[image: ]

[image: ]STANDARD 3 Personal care and clinical care
	HCP	Not Compliant	CHSP 	Not Applicable

[image: ]

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
Consumers are not always satisfied with the quality of care. 
Care is not always delivered in line with assessed needs. 
Support workers are not always aware of known risks to the consumer’s health and wellbeing and how these risks are to be managed or mitigated during the delivery of care.
Staff demonstrated a good understanding of infection prevention and COVID-19 protocols.
[bookmark: _Hlk75950982]This Quality Standard for the Home care packages service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant. 
This Quality Standard for the Commonwealth home support programme service Is not applicable as personal and/or clinical care is not delivered as part of this program.

Assessment of Standard 3 Requirements 
	Requirement 3(3)(a)
	HCP   
	Not Compliant

	
	CHSP 
	Not Applicable


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.
Findings
Consumers described in various ways how the clinical services they receive are not best practice. Consumers described unstable diabetes not being managed appropriately and falls not being followed up on with functional assessments or other strategies. Consumers and representatives described having to repeat themselves to different care staff who did not know how the service is meant to be tailored to meet their needs. Consumers described episodes of planned care which did not eventuate.
The Assessment Team found the organisation could not demonstrate services have been tailored to individual care needs and found this was due to poor communication and/or lack of documentation and/or staff.
The approved provider’s response outlines planned steps to emulate the complex / high intensity care process it uses with its disability clients for all its aged care consumers. This will inform best practice care delivery.
Based on the evidence (summarised above) I am satisfied the service does not comply with this requirement. I acknowledge the plans of the approved provider; however, these will take some time to embed into day to day staff practices and consumer feedback will need to be sought to ascertain if the planned improvement leads to better quality care.

	Requirement 3(3)(b)
	HCP   
	Not Compliant

	
	CHSP 
	Not Applicable


Effective management of high impact or high prevalence risks associated with the care of each consumer.
Findings
The Assessment Team found risks, including risks for consumers with poor mobility and a consumer requiring catheter care have not been effectively managed. A support worker delivering a service to a consumer known to be a high falls risk, who fell when transferring has not received training in falls prevention. 
A consumer’s fall resulting in hospitalisation has not been followed up adequately to investigate how the risk of future falls can be mitigated. The representative for this consumer has made some suggestions, however there is no evidence of the service undertaking its own clinical assessment. 
The approved provider’s response outlines that it is not always made aware of, for example, falls occurring, however when they are aware, there is a follow up process and provided evidence of occupational therapist referrals and actions occurring. The response notes delays in coordination of care by third parties. 
I have reviewed the documentation the approved provider submitted as evidence, and acknowledge there is evidence of follow up with other health professionals. However, I also note solutions to minimise further similar incidents occurring do not receive review by a suitably qualified staff member at the service prior to being progressed. Risk assessments and task lists submitted do not, in my view, contain critical information, for example, a carer would not be aware to monitor for and report any instance of blood in urine when changing a catheter bag. 
Based on the evidence (summarised above) the approved provider does not comply with this requirement. 

	Requirement 3(3)(c)
	HCP   
	Compliant

	
	CHSP 
	Not Applicable


The needs, goals and preferences of consumers nearing the end of life are recognised and addressed, their comfort maximised and their dignity preserved.

	Requirement 3(3)(d)
	HCP   
	Compliant

	
	CHSP 
	Not Applicable


Deterioration or change of a consumer’s mental health, cognitive or physical function, capacity or condition is recognised and responded to in a timely manner.

	Requirement 3(3)(e)
	HCP   
	Not Compliant

	
	CHSP 
	Not Applicable


Information about the consumer’s condition, needs and preferences is documented and communicated within the organisation, and with others where responsibility for care is shared.
Findings
Staff said they do not always have relevant information to provide tailored care. Consumers expressed frustration about repeating information on their preferences for how the service should be delivered to multiple care staff. 
The approved provider’s response demonstrates some care coordination is occurring with other allied health providers. The response states that information is available to carers via an ‘App’ and held on the organisation’s information management system.
The approved provider submitted examples of documentation. For example, a risk assessment for a consumer with lymphoedema was submitted, the assessment simply states ‘requires assistive technology such as a walker’ it does not consider other associated clinical needs or risks, such as monitoring for the impact of the condition on the consumer’s skin integrity or pain level. The majority of care plans / risk assessments and tasks lists provided inadequate information to inform care. 
Based on the evidence (summarised above) the service does not meet this requirement.

	Requirement 3(3)(f)
	HCP   
	Compliant

	
	CHSP 
	Not Applicable


Timely and appropriate referrals to individuals, other organisations and providers of other care and services.

	Requirement 3(3)(g)
	HCP   
	Compliant

	
	CHSP 
	Not Applicable


Minimisation of infection related risks through implementing:
(i) standard and transmission based precautions to prevent and control infection; and
(ii) practices to promote appropriate antibiotic prescribing and use to support optimal care and reduce the risk of increasing resistance to antibiotics.

[image: ]STANDARD 4 Services and supports for daily living
	HCP	Compliant
	CHSP 	Compliant

[image: ]

Consumer outcome:
1. I get the services and supports for daily living that are important for my health and well-being and that enable me to do the things I want to do.
Organisation statement:
2. The organisation provides safe and effective services and supports for daily living that optimise the consumer’s independence, health, well-being and quality of life.
Assessment of Standard 4
Consumers are supported to undertake activities of their choice, such as, attending Italian classes or going out to cafes and socialising.
Referrals are made to allied health and My Aged Care when necessary to support consumers’ social support needs.
Equipment is provided to consumers in line with their assessed needs.
[bookmark: _Hlk75951207]This Quality Standard for the Home care packages service is assessed as Compliant as all the relevant requirements have been assessed as Compliant. 
This Quality Standard for the Commonwealth home support programme service is assessed as Compliant as all of the relevant requirements have been assessed as Compliant.
Assessment of Standard 4 
	Requirement 4(3)(a)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Each consumer gets safe and effective services and supports for daily living that meet the consumer’s needs, goals and preferences and optimise their independence, health, well-being and quality of life.
	Requirement 4(3)(b)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Services and supports for daily living promote each consumer’s emotional, spiritual and psychological well-being.

	Requirement 4(3)(c)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Services and supports for daily living assist each consumer to:
(i) participate in their community within and outside the organisation’s service environment; and
(ii) have social and personal relationships; and
(iii) do the things of interest to them.

	Requirement 4(3)(d)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Information about the consumer’s condition, needs and preferences is communicated within the organisation, and with others where responsibility for care is shared.

	Requirement 4(3)(e)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Timely and appropriate referrals to individuals, other organisations and providers of other care and services.

	Requirement 4(3)(f)
	HCP   
	Compliant

	
	CHSP 
	Not Applicable


Where meals are provided, they are varied and of suitable quality and quantity.

	Requirement 4(3)(g)
	HCP   
	Compliant

	
	CHSP 
	Not Applicable


Where equipment is provided, it is safe, suitable, clean and well maintained.
[image: ]

[image: ]STANDARD 5 Organisation’s service environment
	HCP	Not Applicable
	CHSP 	Not Applicable


Consumer outcome:
1. I feel I belong and I am safe and comfortable in the organisation’s service environment.
Organisation statement:
2. The organisation provides a safe and comfortable service environment that promotes the consumer’s independence, function and enjoyment.
Assessment of Standard 5
This Quality Standard for the Home care packages service has not been assessed as the organisation does not operate a premises that consumers attend to receive services therefore the standard does not apply 
This Quality Standard for the Home care packages service has not been assessed as the organisation does not operate a premises that consumers attend to receive services therefore the standard does not apply.
Assessment of Standard 5 Requirements 
	Requirement 5(3)(a)
	HCP   
	Not applicable

	
	CHSP 
	Not applicable


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

	Requirement 5(3)(b)
	HCP   
	Not applicable

	
	CHSP 
	Not applicable


The service environment:
(i) is safe, clean, well maintained and comfortable; and
(ii) enables consumers to move freely, both indoors and outdoors.

	Requirement 5(3)(c)
	HCP   
	Not applicable

	
	CHSP 
	Not applicable


Furniture, fittings and equipment are safe, clean, well maintained and suitable for the consumer.


[image: ]

[image: ]STANDARD 6 Feedback and complaints
	HCP	Not Compliant
	CHSP 	Not Compliant


Consumer outcome:
1. I feel safe and am encouraged and supported to give feedback and make complaints. I am engaged in processes to address my feedback and complaints, and appropriate action is taken.
Organisation statement:
2. The organisation regularly seeks input and feedback from consumers, carers, the workforce and others and uses the input and feedback to inform continuous improvements for individual consumers and the whole organisation.
Assessment of Standard 6
The service does not have a feedback form that consumers can complete, therefore anonymous feedback cannot easily be provided. 
Consumers can raise issues and these are managed at a local level. 
While the service is aware of current areas of focused feedback on issues of concern, these items are not recorded on the organisation’s continuous improvement plan for consideration more broadly to improve services for all consumers.
This Quality Standard for the Home care packages service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant. 
This Quality Standard for the Commonwealth home support programme service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant.
Assessment of Standard 6 Requirements 
	Requirement 6(3)(a)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


Consumers, their family, friends, carers and others are encouraged and supported to provide feedback and make complaints.
Findings
The service does not have a feedback form that consumers can complete. 
The Assessment Team found the service was unable to demonstrate how they would support all consumers including those living with dementia to provide feedback or make a complaint.
The approved provider’s response outlines that a consumer satisfaction survey was distributed in July 2022 following this audit. Results will be collated, prioritised and inform the service’s continuous improvement activities. The approved provider has committed to reintroducing a consumer feedback form. 
Based on the evidence (summarised above) while the service has taken actions to improve feedback mechanisms, I am satisfied at the time of the audit the service did not comply with this requirement.

	Requirement 6(3)(b)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Consumers are made aware of and have access to advocates, language services and other methods for raising and resolving complaints.

	Requirement 6(3)(c)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Appropriate action is taken in response to complaints and an open disclosure process is used when things go wrong.
Findings
The Assessment Team found the service has not taken relevant action as a result of a consumer’s feedback or complaint.
The approved provider disputes the Assessment Team’s evidence and asserts that the complaint register incorporates the complaint type, provides a narrative on the complaint’s progress categorised by comment; action; outcome and review. An example of a complaint and the register was provided to demonstrate the system. 
I am satisfied at a local level that individual complaints are being actioned. I have considered other information from the Assessment Team regarding complaint management in requirement 6(3)(d) and Standard 8. 
Based on the evidence (summarised above) the approved provider complies with this requirement. 

	Requirement 6(3)(d)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


Feedback and complaints are reviewed and used to improve the quality of care and services.
Findings
The Assessment Team found the service does not have processes or procedures to routinely review feedback and complaints to inform service improvements. 
The Assessment Team requested examples of where improvements have been made for individual and/or all consumers, as a result of feedback or complaints, however management did not provide any examples at the time of the audit. 
The approved provider submitted a continuous improvement plan. 
Based on the evidence (summarised above) I am satisfied that the service does not comply with this requirement. In the evidence submitted by the Assessment Team and by the approved provider, the key themes of consumer feedback are unfilled shifts and dissatisfaction with the organisation’s communication / approach to applying a change in an industry pay award for care workers. Neither of these topics appear on the service’s continuous improvement register for consideration of whether improvements can be made for other consumers who may be impacted.

[image: ]

[image: ]STANDARD 7 Human resources
	HCP	Not Compliant
	CHSP 	Not Compliant
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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
Consumers found staff interactions to be kind, caring and respectful.
The organisation is actively recruiting, inducting and orientating staff, however, presently has a shortfall of staff to deliver the required volume of work. Consumers complained of planned care that did not eventuate due to staff shortages.
The service could not demonstrate how it has oversight of the competence of staff delivering care to their consumers when that staff member works through a brokerage arrangement.
The service demonstrated it has a process to address any poor conduct by staff. 
The service acknowledged its staffing challenges noting the impact of COVID-19 and workforce issues more broadly.
This Quality Standard for the Home care packages service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant. 
This Quality Standard for the Commonwealth home support programme service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant.
Assessment of Standard 7 Requirements 
	Requirement 7(3)(a)
	HCP   
	Not Compliant

	
	CHSP 
	Not 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.
Findings
The Assessment Team received negative feedback from some consumers about staffing and ongoing shift changes or cancellations. A review of the roster identified the service does not currently have sufficient staff to backfill unplanned staff leave such as sick leave. 
The approved provider’s response outlines active recruitment is occurring, however, a shortfall in staff remains. While consumers are generally offered an alternative care worker / time or day of service for unplanned leave, this is often declined by the consumer. The recruitment team are actively working with the scheduling team to minimise any impact on consumers while recruitment is being undertaken. 
Based on the evidence (summarised above) the service does not comply with this requirement as workforce planning has not resulted in sufficient staff to be deployed. 

	Requirement 7(3)(b)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Workforce interactions with consumers are kind, caring and respectful of each consumer’s identity, culture and diversity.

	Requirement 7(3)(c)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


The workforce is competent and the members of the workforce have the qualifications and knowledge to effectively perform their roles.
Findings
The Assessment Team’s report outlines that staff onboarding consumers are not trained in assessment and care planning and are unaware that consumers need to be assessed and have appropriate care plans in place to support the delivery of safe care and services.
Interviews with staff supporting consumers with high care needs did not adequately demonstrate they were competent or had received training to become competent in the tasks they have been allocated to do or to supervise. 
The approved provider’s evidence outlines in some clinical areas that the consumer or their representative is providing training to support staff become competent in delivering the service where it involves a clinical aspect.  It is not clear from the approved provider’s response that competencies have been undertaken independent of the consumer or their representative’s input. Consumers reviewed included those at risk of choking, living with dementia or Parkinson’s disease and using a catheter or other device such as a bed pole.
Based on the evidence (summarised above) the service does not comply with this requirement.
 
	Requirement 7(3)(d)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


The workforce is recruited, trained, equipped and supported to deliver the outcomes required by these standards.
Findings
The Assessment Team identified relevant staff had not received training in undertaking discussions on advance care planning or end or life care. The Assessment Team also noted training on using an open disclosure approach has not been provided to relevant staff.
Management could not describe to the Assessment Team how they assure themselves that staff from other agencies have the relevant training to undertake high care needs and tailor care to support complex clients.
During interviews with the Assessment Team staff at the service framed the delivery of their services as ‘non-clinical’ while the Assessment Team identified several clinical aspects of care being delivered where training of staff had not occurred.
The approved provider’s response accepts that deficits in assessment and care planning exist, however, felt that staff were not were not given the opportunity to show how they practice, manage and handle an event within the principles and framework of open disclosure at the time of the audit. 
I acknowledge the evidence on the application of an open disclosure approach is in dispute. 
Based on the evidence (summarised above) I am satisfied the approved provider does not comply with this requirement. The workforce is not equipped to deliver key aspects of the Quality Standards and I am satisfied this is evident by the service’s failure to comply with specific components of the requirements and its compliance failure across multiple Standards. 

	Requirement 7(3)(e)
	HCP   
	Compliant

	
	CHSP 
	Compliant


Regular assessment, monitoring and review of the performance of each member of the workforce is undertaken.




[image: ]STANDARD 8 Organisational governance
	HCP	Not Compliant
	CHSP 	Not Compliant

Consumer outcome:
1. I am confident the organisation is well run. I can partner in improving the delivery of care and services.
Organisation statement:
2. The organisation’s governing body is accountable for the delivery of safe and quality care and services.
Assessment of Standard 8
Management do not currently engage with consumers to inform the organisation’s understanding of consumers’ experience of the quality of the care they receive.
Relevant staff could not describe how the quality of care being delivered by others including brokered services is monitored so that the organisation can assure itself that all care it is responsible for is safe and of a high quality.
The approved provider has not demonstrated it has organisation wide governance systems and did not demonstrate a clinical governance framework is in place.
This Quality Standard for the Home care packages service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant. 
This Quality Standard for the Commonwealth home support programme service is assessed as Non-compliant as one or more of the relevant requirements have been assessed as Non-compliant.
Assessment of Standard 8 Requirements 
	Requirement 8(3)(a)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


Consumers are engaged in the development, delivery and evaluation of care and services and are supported in that engagement.
The Assessment Team were unable to establish with management of the service at the time of the audit how they engage with consumers more broadly to inform the organisation’s understanding of consumers’ experience of the quality of the care they receive. 
The approved provider’s response outlines it is currently undertaking a survey with consumers and feedback at the audit included consideration of a newsletter.
Based on the evidence (summarised above) the service does not comply with this requirement. While I acknowledge the plans of the approved provider and its current actions, I am satisfied at the time of the audit there was minimal engagement with consumers to inform the governing body on the quality of care from the consumer’s perspective.

	Requirement 8(3)(b)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


The organisation’s governing body promotes a culture of safe, inclusive and quality care and services and is accountable for their delivery.
The Assessment Team found deficits in clinical care management. Relevant staff could not describe how the quality of care being delivered by other agencies or brokered services is monitored so that the organisation can assure itself that all care it is responsible for is safe and of a high quality.
Consumers told the Assessment Team of instances where care workers had not attended to deliver services, and the organisation was unaware of this happening.
The approved provider’s response did not provide satisfactory evidence of how the governing body is provided the relevant information and clinical data to have oversight of the quality of care delivered directly and/or through brokered services.
Based on the evidence (summarised above) I am satisfied the approved provider does not comply with this requirement.

	Requirement 8(3)(c)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


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.
The Assessment Team provided evidence that the governance systems as noted above are not all effective within the organisation. The Assessment Team’s evidence is articulated throughout this report. 
The approved provider’s response concedes, in some areas, that improvements can be made, for example in how information is collected during the assessment process.
The approved provider submitted extensive documentation for review, including communications between the service and consumers in relation the 1 July 2022 change to the Social, Community, Home care & Disability Services Award. I have reviewed the organisation’s communication and the advice from the Government and note that the service has not fully articulated the options for consumers in relation to how this change in the award might be applied or dealt with.
I note the approved provider states that information was followed up with personal phone calls, however, six consumers complained to the Assessment Team about the allocation of a two hour shift with effect from 1 July 2022. It is unclear how the consumer’s consent was gained and it did not appear clear to staff or consumers that the new award does not require employees to spend the entire minimum shift of two hours with one care recipient.
Based on the evidence (summarised above) I am satisfied that the approved provider does not comply with this requirement. The approved provider has not demonstrated organisation wide governance systems are in place.
 
	Requirement 8(3)(d)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


Effective risk management systems and practices, including but not limited to the following:
(i) managing high impact or high prevalence risks associated with the care of consumers;
(ii) identifying and responding to abuse and neglect of consumers;
(iii) supporting consumers to live the best life they can
(iv) managing and preventing incidents, including the use of an incident management system.
Findings
The Assessment Team provided evidence that the service has processes in place to identify and respond to abuse and neglect of consumers and demonstrated these processes are effective.
The Assessment Team found the service did not have a risk management framework or processes and procedures to gather data and statistics regarding consumer high impact, high prevalence risks such as falls and complex clinical needs such as diabetes.
While management told the Assessment Team that risks are discussed at monthly meetings, limited information was provided to demonstrate how the governing body is formally informed of risks occurring in order to prevent further similar adverse incidents occurring for others and to support all consumers to live the best life they can.
The Assessment Team found limited evidence of risk management systems informing the governing body of how risks were managed through brokered arrangements and when referrals to allied health providers had been made. 
The approved provider submitted various documents including evidence of an incident report. I have reviewed this evidence and note that while the incident was the identification of a wound, the incident report also notes from the conversation with the staff member that the consumer had attended the hospital three days prior to the conversation as the result of declining mobility.  The incident was closed without any note on the incident report regarding the follow up of the hospitalisation.
Meeting minutes of a governance committee or similar were not provided. 
Based on the evidence (summarised above) I am satisfied that the approved provider does not comply with this requirement.

	Requirement 8(3)(e)
	HCP   
	Not Compliant

	
	CHSP 
	Not Compliant


Where clinical care is provided—a clinical governance framework, including but not limited to the following:
(i) antimicrobial stewardship;
(ii) minimising the use of restraint;
(iii) open disclosure.
Findings
The Assessment Team was told by staff that consumers receiving home care packages have no clinical needs. However, the Assessment Team identified consumers with complex health needs such as catheter management, diabetes management, choking risks, poor skin integrity, continence needs, risk of falls and more generally, complex diagnoses and medical histories.
The Assessment Team could not find evidence of strategies for the management of these issues whether that be through, for example, the medical practitioner or continence nurse, and could not ascertain when responsibility for care was stated by staff to be managed by the consumer or a family member, who had responsibility for the overriding quality of care or which portion of the care delivery.
The approved provider submitted a range of policies and while they do not have a clinical framework as such, asserted that this group of policies cover antimicrobial stewardship, minimisation of the use of restraint and open disclosure. 
I am not persuaded by the approved provider’s approach to demonstrating a clinical governance framework is in place. I note the submission of their self-assessment against the quality standards as part of their evidence which states this requirement is not applicable to their service. I note the absence of any clinical data or clinical performance information in the submissions by the approved provider or evidence of any formal clinical review structure.
Based on the evidence (summarised above) I am satisfied that the approved provider does not comply with this requirement. It has not demonstrated through its evidence that a clinical governance framework is in place. 
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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.
	Standard 1 Consumer dignity and choice
	
	

	Requirement 1(3)(e) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Standard 2 Ongoing assessment and planning with consumers
	
	

	
	
	

	Requirement 2(3)(a)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 2(3)(b)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 2(3)(c)
	CHSP
	Not Compliant

	Standard 3 Personal care and clinical care
	
	

	Requirement 3(3)(a)
	HCP 
	Not Compliant

	Requirement 3(3)(b)
	HCP
	Not Compliant

	Requirement 3(3)(e) 
	HCP
	Not Compliant

	Standard 6 Feedback and complaints    
	
	

	Requirement 6(3)(a)
	HCP 
	Not Compliant

	    
	CHSP
	Not Compliant

	Requirement 6(3)(d) 
	HCP
	Not Compliant

	
	CHSP 
	Not Compliant 

	Standard 7 Human resources    
	
	

	Requirement 7(3)(a)
	HCP 
	Not Compliant

	    
	CHSP
	Not Compliant

	Requirement 7(3)(c) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 7(3)(d)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Standard 8 Organisational governance    
	
	

	Requirement 8(3)(a)
	HCP 
	Not Compliant

	    
	CHSP
	Not Compliant

	Requirement 8(3)(b)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 8(3)(c) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 8(3)(d)
	HCP
	Not Compliant

	
	CHSP
	Not Compliant

	Requirement 8(3)(e) 
	HCP
	Not Compliant

	
	CHSP
	Not Compliant


[bookmark: _GoBack]
image1.jpeg
Australian Government Engage
—_—————————— Empower
Aged Care Quality and Safety Commission Safeguard





image2.jpeg
Australian Government Engage
Empower
Aged Care Quality and Safety Commission Safeguard





image3.jpeg
R 2 Australian Government Engage

i Empower

Aged Care Quality and Safety Commission Safeguard





