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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.

This performance report
This performance report for Carinity Shalom (the service) has been prepared by S Turner, 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 service, 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 - Site; the Assessment Contact - Site report was informed by a site assessment, observations at the service, review of documents and interviews with staff, consumers/representatives and others
· 

Assessment summary 
	Standard 1 Consumer dignity and choice
	Not applicable as not all requirements have been assessed

	Standard 3 Personal care and clinical care
	Not applicable as not all requirements have been assessed 

	Standard 5 Organisation’s service environment
	Not applicable as not all requirements have been assessed 

	Standard 7 Human resources
	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
	

	Requirement 1(3)(a)
	Each consumer is treated with dignity and respect, with their identity, culture and diversity valued.
	Compliant


Findings
Consumers and representatives spoke highly of staff and said they treated consumers with dignity and respect and supported consumers’ cultural diversity by ensuring their care needs were met. They said staff interacted with consumers in a respectful manner. Feedback from consumers included staff were ‘very helpful, empathetic and responsive’ to needs and that they supported consumers to maintain their religious practices. Representative feedback included ‘staff do a terrific job’ and promote consumers’ privacy and dignity and keep consumers safe. 
Staff spoke about consumers in a way that was respectful and demonstrated an understanding of consumers’ personal circumstances and life journey. Staff demonstrated knowledge of consumers’ cultural backgrounds and were observed interacting with consumers in a respectful manner. 
Management described how they ensured interactions with consumers and staff remained respectful through undertaking training and observational audits. 
The organisation had a suite of policies and procedures available to staff through an electronic system that provided staff with guidance on dignity and respect and valuing culture and diversity.

Standard 3
	Personal care and clinical care
	

	Requirement 3(3)(a)
	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.
	Compliant 


Findings
Consumers and representatives said consumers received effective personal and clinical care that was individualised to the consumer. Consumers said staff knew their care needs and they received care that was right for them. Consumers and representatives provided feedback that staff ensured the consumers were comfortable and that specialised nursing care needs were met. They said staff provided appropriate wound care, delivered medications on time and assisted with personal hygiene. Representatives said staff provided individualised care to those consumers who had changed behaviours.
The service had a suite of policies relating to clinical and personal care that included end of life, diabetes management, skin integrity, wound care, and pain management. 
Care staff said they read consumers’ care plans and speak with new consumers and their representatives about the consumer’s preferences. They said they check consumers’ skin daily during hygiene cares and any changes were communicated to registered staff.
The Nurse Practitioner said they were at the service once a week and staff contacted them by phone for any consumer concerns. The Nurse Practitioner said they contributed to planning of consumers’ complex care needs such as end of life symptom management, wound care, and infections.
Care documentation evidenced the involvement of medical officers, registered nurses, a Nurse Practitioner, and family, in consumers’ care and ongoing monitoring of the consumer occurred. For consumers who were approaching end of life, strategies were in place to support their comfort and included spiritual support. Wound care was attended as planned and was reviewed weekly by a registered nurse.
Deficiencies were identified in the analysis of data relating to missed medications however this was addressed while the Assessment Team was on site and the service’s plan for continuous improvement was adjusted to enhance processes.
Management said they were visibly present in the service each day and used this as an opportunity to speak to consumers and representatives about any concerns they may have. The electronic care management system provided a daily report about changed consumer care needs. This together with progress notes and incidents were reviewed daily and where necessary, follow up occurred with registered staff. Management staff attended handover each day. 


Standard 5
	Organisation’s service environment
	

	Requirement 5(3)(b)
	The service environment:
(i) is safe, clean, well maintained and comfortable; and
(ii) enables consumers to move freely, both indoors and outdoors.
	Compliant 


Findings
Consumers and representatives spoke highly of the service environment and said the service was safe to live in and was kept clean and tidy. Feedback included the service is ‘a great place to live,’ ‘feels like home’ and is ‘beautifully kept.’  
The service was observed to be clean, well-maintained and comfortable. The internal and external living environment enabled consumers to move around freely. Courtyards were clean and welcoming, and gardens maintained by a gardener with some consumers involved in caring for various plants. Personal protective equipment was available. 
Consumers said they enjoyed watering the garden and growing various plants and they were observed attending to the gardens, interacting with birds and moving freely both within and outside the service. 
Maintenance staff described the preventative maintenance schedule and the procedure for reactive maintenance and provided examples of how they had resolved maintenance requests lodged on the day of the Assessment Contact. Staff said maintenance requests were managed promptly.
Cleaning staff discussed their processes and duty lists which outlined the required tasks that must be completed on a daily, weekly or monthly basis. Cleaning staff described how additional cleaning was provided to high touch areas. The hospitality service manager said the cleanliness and safety of the environment was monitored and included auditing processes.
Senior staff said new consumers moved into a freshly renovated and cleaned room; all maintenance has been completed and a full room audit conducted prior to the consumer’s entry. Consumers who had recently entered the service said the service was welcoming, clean and well maintained. 

Standard 7
	Human resources
	

	Requirement 7(3)(a)
	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.
	Compliant 


Findings
Consumers and representatives said staffing numbers and mix enabled the provision of safe, quality care and services in a timely manner. They said staff were prompt in attending to their needs and knew what they were doing. 
Management and registered staff said the staffing model enabled them to provide care and services to consumers in accordance with their wants and needs in a timely manner.
Clinical staff said they were provided effective training on a regular basis and felt supported in their role; they said they received direct support from the Clinical Nurse Consultant.
Care staff said they usually had time to complete cares effectively although some days were time pressured. Care staff said management were proactive at using casual or agency staff to ensure unplanned leave did not impact care delivery.
Services staff said they had enough time to complete their allocated daily tasks and felt supported by management
A designated staff member managed the weekly roster and a review of the roster for the previous week demonstrated all shifts had been filled, a registered nurse was rostered on 24 hours a day 7 days a week and care staff numbers varied, dependant on the shift, times and workloads.
Interactions between staff, management and consumers was observed to be timely, professional and courteous.
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