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Enriching Life Through Care
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Sector performance report – redesigned



Residential care: Provider and services by size and ownership



Compliance with Quality Standards – Residential care



Example of requirements of Quality Standards – residential care



Compliance with Quality Standards – Home services



Commission and provider responses to non-compliance



Complaints – Residential care



Complaints – Home services



Serious Incident Response Scheme rates – Residential care



SIRS notification in home services



Department data – Quality indicator program



Sector segmentation by provider size



Sector segmentation by ownership type



In Focus – Infection prevention and control (IPC)

We have seen an increase in how services rate their 
IPC capability in 2023, compared with 2017 and 2020



Complaints handling in aged care services



Medication complaints research



Home care packages: 
Changes to administration and management charges



SIRS insights



Sector performance and improvement
March 2024



How is the Sector performance report (SPR) used to drive 
improvement?

CHL has used the Sector performance report (SPR) to drive continuous 
improvement through our respective clinical governance forums for both 
Residential and Home and Community Care Services. 

The SPR is used to understand trends across the sector and to compare how 
CHL is travelling i.e. are we doing better, worse, or the same as everyone else? 
It is an opportunity to share lessons learnt at the sector and service level 
amongst teams. 

Beyond a review of trends, the SPR is used to support discussion about 
strengths and opportunities for action, not just at an organisational level, but 
for each individual service. 

Importantly, the SPR data is a useful reference point when reporting to the 
Board on clinical care to give some perspective on performance and trends. 



Where do we share SPR?

• Chaired by the Quality and Standards Manager (Clinical Governance & Safe Care team).
• Attended by General Manager RAC, Regional Managers, Regional Support Managers, Regional Quality 

Managers, Clinical Education Manager, IFC Manager, and HR Business Partners. 

Compliance and Risk Meeting (monthly) 

• Chaired by the Quality and Standards Manager (Clinical Governance & Safe Care team).
• Attended by Regional Managers, Regional Support Managers, Service Managers, Care Managers, Clinical 

Educators, IFC Manager.

Clinical Risk Incident & Safety (CRIS) Forum (monthly) 

• Facilitated by the Clinical Governance & Safe Care team.
• Attended by Care Managers.

Care Managers workshops (quarterly)

• Board and Quality and Safety Sub-Committee reports
• QCAB (coming soon) 
• Attended by the Chief Quality Officer, Chief Residential Officer and Chief Communities Officer.

Governing body (various)



Case study: driving improved compliance 

What did we do?
In 2022, the Clinical Governance and Safe Care team began sharing SPR data on common unmets 
in the governance forums to: 

• Facilitate a discussion on how CHL was performing in comparison to other providers
• Understand what the ACQSC was finding during visits so that CHL could be proactive.  

• CHL agreed it would focus on Standard 2, identifying practical wins to be implemented at the 
Home level, whilst the central team worked on developing a risk matrix to assist with 
monitoring the portfolio. 

• At the time, CHL had ~20 unmets across Standards 2 and 3. 

• 12 months later, CHL has cleared all unmets and continues to perform well in this space. 

What were the benefits?  
The SPR helped CHL to:

• Concentrate on high-risk high-prevalence clinical areas
• Identify services at risk and where to focus resources to drive improvement and change. 

What’s next? 
• Mature our systems and processes to incorporate SPR data more seamlessly
• Set our own KRAs to move beyond compliance. 

CHL has 41 Homes operating in NSW and South East QLD 



Q&A
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