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	[bookmark: _Hlk112236758]Name of service:
	HenderCare Aged Care Services - WA

	Service address:
	Ground floor, 673 Murray Street WEST PERTH WA 6005

	Commission ID:
	500031

	Home Service Provider:
	HenderCare Pty Ltd

	Activity type:
	Assessment Contact - Desk

	Activity date:
	28 March 2023

	Performance report date:
	21 April 2023


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 HenderCare Aged Care Services - WA (the service) has been prepared by A. Grant, 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.
Services included in this assessment
[bookmark: HcsServicesFullListWithAddress]Home Care:
· HenderCare Aged Care Services, 19394, Ground floor, 673 Murray Street, WEST PERTH WA 6005
CHSP:
· HenderCare Pty Ltd – Community and Home Support, 27750, Ground floor, 673 Murray Street, WEST PERTH WA 6005
Material relied on
The following information has been considered in preparing the performance report:
· The assessment team’s report for the Assessment Contact - Desk; the Assessment Contact - Desk report was informed by review of documents and interviews with staff, consumers/representatives and others.
· 

Assessment summary for Home Care Packages (HCP)
	[bookmark: _Hlk132962841]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

	Standard 3 Personal care and clinical care
	Not Applicable

	Standard 4 Services and supports for daily living
	Not Applicable 

	Standard 5 Organisation’s service environment
	Not Applicable 

	Standard 6 Feedback and complaints
	Not Applicable 

	Standard 7 Human resources
	Not Applicable 

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


Assessment summary for Commonwealth Home Support Programme (CHSP)
	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 

	Standard 3 Personal care and clinical care
	Not Applicable 

	Standard 4 Services and supports for daily living
	Not Applicable 

	Standard 5 Organisation’s service environment
	Not Applicable 

	Standard 6 Feedback and complaints
	Not Applicable 

	Standard 7 Human resources
	Not Applicable 

	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
	CHSP

	Requirement 1(3)(a)
	Each consumer is treated with dignity and respect, with their identity, culture and diversity valued.
	Not applicable 
	Not applicable 

	Requirement 1(3)(b)
	Care and services are culturally safe
	Not applicable 
	Not applicable 

	Requirement 1(3)(c)
	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.
	Not applicable 
	Not applicable 

	Requirement 1(3)(d)
	Each consumer is supported to take risks to enable them to live the best life they can.
	Not applicable 
	Not applicable 

	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 
	Compliant 

	Requirement 1(3)(f)
	Each consumer’s privacy is respected and personal information is kept confidential.
	Not applicable 
	Not applicable 


Findings
Evidence analysed by the Assessment Team showed the service was able to demonstrate information provided to consumers is current, accurate and timely, and communicated clearly in a way that enables them to exercise choice. All consumers and representatives interviewed by the Assessment Team advised the service provides them with timely information which is generally accurate, and the service is responsive to any request for information. Management when interviewed by the Assessment Team advised that initial consumer reactions to the improvements to the communication system have been positive.
Management when interviewed advised of a range of actions undertaken to address identified non-compliance at the Quality Audit in July 2022, including:
· Management advised a new contact centre was implemented in February 2023 to improve communication between consumers and the service, reduce the amount of call backs, and improve data collection and analysis on consumer communication;
· The service provided training to staff on the new call system, and on Aged Care in general to improve the quality of communication; and
· The service improved communication and documentation when shifts are missed or rescheduled.

Standard 8
	Organisational governance
	HCP
	CHSP

	Requirement 8(3)(a)
	Consumers are engaged in the development, delivery and evaluation of care and services and are supported in that engagement.
	Not applicable 
	Not applicable 

	Requirement 8(3)(b)
	The organisation’s governing body promotes a culture of safe, inclusive and quality care and services and is accountable for their delivery.
	Not applicable 
	Not applicable 

	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.
	Not applicable 
	Not applicable 

	Requirement 8(3)(d)
	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.
	Not applicable 
	Not applicable 

	Requirement 8(3)(e)
	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.
	Compliant
	Compliant 


Findings
Evidence analysed by the Assessment Team showed the organisation was able to demonstrate a clinical governance framework to maintain and improve the reliability, safety and quality of the clinical care consumers receive. Sampled consumers were satisfied with the safety and effectiveness of the care and services they receive. Management when interviewed by the Assessment Team described enhancements to policy and procedure and training delivered to ensure personal and clinical care is safe, effective and reliable.
During interviews with the Assessment Team management advised of a range of actions undertaken to address identified non-compliance at the Quality Audit in July 2022, including:
· Developing and enhancing policies and procedures to provide clear guidance to staff in areas including, but not limited to, antimicrobial stewardship, restrictive practices and open disclosure;
· Developing an effective clinical governance framework to guide staff at all levels, ensuring the service delivers safe and quality care and services; and
· Creating a standardised form for incidents to ensure consistency of documentation, including open disclosure.
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