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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 SHINE Community Services (the service) has been prepared by S Bickerton, 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 Packages (HCP):
· Home Care Packages Level 1 - Level 4, 27043, 81 Forrest Street, COTTESLOE WA 6011
Commonwealth Home Support Programme (CHSP):
· Allied Health and Therapy Services, 4-8CIHU77, 81 Forrest Street, COTTESLOE WA 6011
· Domestic Assistance, 4-8CJGR09, 81 Forrest Street, COTTESLOE WA 6011
· Flexible Respite, 4-8CJGR2W, 81 Forrest Street, COTTESLOE WA 6011
· Home Maintenance, 4-8CJGR6E, 81 Forrest Street, COTTESLOE WA 6011
· Other Food Services, 4-8CJRN95, 81 Forrest Street, COTTESLOE WA 6011
· Personal Care, 4-8CJRNCM, 81 Forrest Street, COTTESLOE WA 6011
· Social Support Group, 4-8CJRNFH, 81 Forrest Street, COTTESLOE WA 6011
· Social Support Individual, 4-8CJRNIN, 81 Forrest Street, COTTESLOE WA 6011
· Transport, 4-8CJRNM2, 81 Forrest Street, COTTESLOE WA 6011
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 HCP
	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 as not all requirements have been assessed

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

	Standard 4 Services and supports for daily living
	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 6 Feedback and complaints
	Not applicable as not all requirements have been assessed

	Standard 7 Human resources
	Not applicable as not all requirements have been assessed

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


Assessment summary for 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 as not all requirements have been assessed

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

	Standard 4 Services and supports for daily living
	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 6 Feedback and complaints
	Not applicable as not all requirements have been assessed

	Standard 7 Human resources
	Not applicable as not all requirements have been assessed

	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. 
Other relevant matters: 
Non-compliance of requirements 3(3)(a) and 8(3)(e) was identified during a quality audit conducted on 29 April 2022. 

Standard 3
	[bookmark: _Hlk106614299]Personal care and clinical care
	HCP
	CHSP

	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 
	Compliant 


Findings
The service demonstrated personal and clinical care is tailored for individual consumers after assessing their needs, goals and preferences. Service staff demonstrated referring consumers to nursing and allied health services for further assessments and evidenced using the return recommendations to deliver consumer care aligned with best practice. 
Service policies and procedures evidenced being developed and updated since the time of quality audit conducted on 29 April 2022 to include comprehensive guidance for staff to ensure consumers are provided with care and services that is tailored to their needs and optimises their health and wellbeing.
Consumer support plans and assessments evidenced individualised, safe and effective considerations are made by the service. 
Service staff explained processes referring consumers receiving HCP level 3 and 4 packages to be reviewed by external registered nurses to assess clinical issues. Consumers receiving HCP level 1 and 2 packages are reviewed by external registered nurses on an as needs basis. Where a specific consumer need or risk factor is identified, registered nurses use validated assessment tools to provide recommendations for the service to implement.
The service evidenced the development and implementation of policies and procedures specific to personal care and clinical care, including: clinical governance policy, minimising the use of restraint policy, and professional boundaries guidance. Service training records evidenced most staff members have been provided with updated training, with the remainder scheduled to attend training sessions in November 2022.
Service management described working closely with clinicians and developing policies and procedures as the service becomes a member of clinical governance and medication advisory committees.


Standard 8
	Organisational governance
	HCP
	CHSP

	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
The service evidenced newly embedded clinical governance frameworks including open disclosure, minimising the use of restraint, and antimicrobial stewardship. This documentation demonstrated service staff are guided, and updated job descriptions evidenced responsibilities and accountabilities are clearly defined.
 Service staff demonstrated an understanding of these frameworks and described being trained and having access to relevant policies and processes.
The service has an approach to antimicrobial stewardship that is reviewed regularly to ensure it meets the needs of consumers in community settings. For example: service staff explained if they are aware a consumer is taking antibiotics, they will encourage them to continue to take the medication until the course is completed.
Service policy and process for infection control includes the management of covid-19 outbreaks. The service evidenced pandemic plans including roles, responsibilities and escalation processes. Service staff are guided and supported in the use of personal protective equipment and the maintenance of hand hygiene.
The service has embedded an open disclosure policy and all staff and volunteers have been provided with training. Service management explained that this information is provided to consumers and included service newsletters. 
The service evidenced the review and implementation of a contemporary policy in minimising the use of restraint, to ensure inclusion of specific areas that impact consumers and staff in community settings. 
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