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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.

Services included in this assessment
[bookmark: SERVICEALLOCATIONLIST]Home Care Packages (HCP) included:
Provider: 9160 KompleteCare Community and Home Care
Service: 26888 Semsley PTY LTD T/A KompleteCare Community and Home Care Services
This performance report
This performance report has been prepared by Kimberley Reed, 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
· other information and intelligence held by the Commission in relation to the service. 


Assessment summary for Home Care Packages (HCP) 
	[bookmark: _Hlk177044633]Standard 1 Consumer dignity and choice
	Not applicable as not all Requirements were assessed

	Standard 8 Organisational governance
	Not applicable as not all Requirements were 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
The service had systems in place to ensure current, accurate and timely information was provided to each consumer, enabling consumers to exercise choice. Consumers confirmed information they received from the service was clear, easy to understand and assisted them to make decisions about the services they required. Staff communicated with consumers and helped them understand and access information related to their care and services. Management communicated with consumers when changes occurred. Consumers confirmed communication had occurred in relation to income tested fees and processes had changed at the service in relation to the amount of income tested fees required by consumers. Statements relating to provision of care and services were reflective of income tested fees. 
For the reasons detailed, I am satisfied current, accurate and timely information was provided to each consumer, in a manner that was easy to understand. I find Requirement 1(3)(e) is compliant. 


Standard 8
	Organisational governance
	HCP

	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


Findings
The service had effective governance systems and processes for managing and governing the delivery of care and services related to information management, continuous improvement, financial governance, workforce governance feedback and complaints, and regulatory compliance. Staff had access to information to assist them in their roles which was accurate, provided in a timely manner and adhered to privacy requirements. The service’s continuous improvement initiatives identified opportunities to improve care and services. There were effective financial management and reporting systems in place to inform the governing body. The regulatory compliance systems effectively ensured the service complied with all relevant legislation, regulatory requirements, professional standards and guidelines. Workforce governance systems provided guidance to staff on their responsibilities and accountabilities for managing the safety and quality of care and services. Feedback and complaints systems improved the health and wellbeing of consumers by investigating and managing areas of concern.
For the reasons detailed, I am satisfied the service is supported by effective organisational governance systems. I find Requirement 8(3)(c) is compliant.
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