[image: ]

[image: ]
[bookmark: _Hlk177044597][image: ]Performance
Report
1800 951 822
Agedcarequality.gov.au

edcarequality.gov.au
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	Address:
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	Activity type:
	Assessment contact (performance assessment) – site

	Activity date:
	on 22 January 2025

	Performance report date:
	21 February 2025

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: 8350 HomeCare South Brisbane Pty Ltd
Service: 26189 Right at Home RightCare

This performance report
This performance report has been prepared by Gill Jones, 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) – site report was informed by a site assessment, observations, review of documents and interviews with staff, older people/representatives, and others.
· the provider’s response to the assessment team’s report received 12 February 2025.



Assessment summary for Home Care Packages (HCP) 
	[bookmark: _Hlk177044633]Standard 8 Organisational governance
	Not Compliant


A detailed assessment is provided later in this report for each assessed Standard.
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.
Requirement 8(3)(d)
· Implement robust governance systems which support effective risk and incident risk management across all franchised service providers to ensure safe quality care is provided to all consumers.


Standard 8
	Organisational governance
	HCP 

	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 Compliant


Findings
The organisation does not have effective risk management systems and practices to oversee and monitor the performance of the 48 franchise service providers (FSP’s) they subcontract service provision to. There is inadequate monitoring and supervision of these FSP’s in managing high impact or high prevalence risks associated with the care of consumers; identifying and responding to abuse and neglect of consumers; and managing and preventing incidents through the use of an incident management system. Whilst it is the responsibility of the FSP to identify and respond to risks including high prevalent, high impact risks affecting consumers the organisations systems and processes for monitoring the performance of the FSP’s in doing so are ineffective. The FSPs are required to provide the organisation with incident reporting, feedback and complaints and clinical data however, the organisation’s current system lacks the capacity to review and monitor clinical data and analyse key clinical indicators in real time. The organisation does not know if all incidents are being reported by the FSP’s as they do not have visibility of this. The organisation does not conduct ongoing regular assessment of the systems data received from FSPs to identify any risk to consumers’ health, safety, and wellbeing due to a lack of robust systems to do this. Any assessment of this nature must currently be done manually. The organisation is responsible for reporting serious incidents to the Serious Incident Response Scheme (SIRS) on behalf of the FSP’s. The organisation is aware information submitted to SIRS by them is late as some FSP’s are not notifying them of serious incidents in a timely manner. 
In their response the provider acknowledged the current capabilities of their current systems. The provider stated they do have oversight of all their FSP’s and do conduct regular assessments of the systems data which includes both ongoing and a formal Annual Review through the Internal Audit process. The provider however acknowledged the weakness in their current system as this ongoing assessment and monitoring involves manual interrogation of data. 
The provider acknowledged that audit follow-up meetings for the 2023/2024 financial year have not yet been completed with individual FSP’s to see if the recommendations of actions required have been implemented. The provider stated it actively reviews the FSP’s compliance within the network through various activities, including Quarterly Clinical Forums, Clinical Governance Advisory Committee and Monthly Board Meeting – including SIRS & Complaints and through these mechanisms they review clinical data, for example falls, and this has led to service improvements. None of these claims were evidenced with additional material provided. The provider acknowledged that consistent oversight could be further improved and is introducing a Quality Performance Coach to ensure continuous monitoring and improvement. The provider stated that a SIRS auditing program had been introduced but this was temporarily paused due to the loss of key staff.
To address their systems issues the provider stated the provider is implementing a ‘Team Portal project’ that will enable real-time data capture and analysis. Furthermore, a new Incident Management System is scheduled for full implementation by 30 May 2025 which will enable critical risk identification and monitoring mechanisms, particularly for high-risk and high-prevalence clients. 
I have considered the information presented by the both the Assessment Team and the Approved Provider. I find that whilst the provider has some systems that allow them to monitor the performance of the FSPs regarding risk and incident management these systems are not sufficiently robust, and therefore not fit for purpose, given the size of the organisation. An example of this is that the provider currently relies on the Commission to inform them of complaints received in relation to the care being provided by individual FSP’s. The provider currently subcontracts service provision to 48 FSPs across Australia, all with different levels of performance and needs a much greater awareness, in real time, of the performance of those FSP’s with regards risk and incident management. The provider is currently relying on the FSP’s to upload incidents into the data collection system but does not currently have a monitoring process in place to oversee the information being uploaded to monitor risks to consumers proactively and on a regular ongoing basis. Currently the provider is dependent upon the FSP’s to report risk to consumers. The provider is not currently proactively monitoring the care management software platform or care notes to assure themselves the FSP is identifying risks to consumers and managing that risk. 
The response provided by the provider does not sufficiently address the organisation’s governance responsibilities to oversee FSP’s and monitor their performance to ensure effective risk management including incident management, now or into the future.
I find this requirement not compliant.
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