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	300498

	Address:
	3 Pattisons Avenue, YOUNGTOWN, Tasmania, 7249

	Activity type:
	Assessment contact (performance assessment) – non-site

	Activity date:
	30 April 2025 to 1 May 2025

	Performance report date:
	30 May 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: 163 Southern Cross Care (Tas) Inc
Service: 17185 Southern Cross Care (Tas) Community Care North

Commonwealth Home Support Programme (CHSP) included:
Provider: 8203 Southern Cross Care (Tasmania) Incorporated
Service: 24348 Southern Cross Care (Tasmania) Incorporated - Care Relationships and Carer Support
Service: 27947 Southern Cross Care (Tasmania) Incorporated - Community and Home Support

This performance report
This performance report has been prepared by A. Cachia, 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) – non-site report was informed by review of documents and interviews with staff, older people/representatives and others.
· [bookmark: _Hlk144301165]the provider’s response to the assessment team’s report received 19 May 2025.


Assessment summary for Home Care Packages (HCP)
	[bookmark: _Hlk177044633]Standard 7 Human resources
	Not Compliant


Assessment summary for Commonwealth Home Support Programme (CHSP)
	Standard 7 Human resources
	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.
· the provider is not ensuring the regular assessment, monitoring and review of the performance of its workforce.


Standard 7
	Human resources
	HCP
	CHSP

	Requirement 7(3)(c)
	The workforce is competent and the members of the workforce have the qualifications and knowledge to effectively perform their roles.
	Compliant 
	Compliant 

	Requirement 7(3)(d)
	The workforce is recruited, trained, equipped and supported to deliver the outcomes required by these standards.
	Compliant 
	Compliant 

	Requirement 7(3)(e)
	Regular assessment, monitoring and review of the performance of each member of the workforce is undertaken.
	Not Compliant 
	Not Compliant 


Findings
Requirement 7(3)(e)
The Assessment Team reported the provider did not demonstrate that regular assessment, monitoring and review of performance of each member of the workforce. The Assessment Team provided the following evidence to support their assessment:
· The organisation conducted performance management on team leading staff to address the missed oversight of sub-contracted and brokered staff.
· The Assessment Team sighted sub-contractor agreements are in place.
· Evidence showed the organisation engaged an external consultant to support the provider to address the deficits identified.
· Management said they are yet to complete annual appraisals for all permanent employees, in line with the organisation’s policy, however improvements have been made. Improvements implemented include tracking and monitoring to ensure all mandatory appraisals will be completed by the end of 2025.
· The provider could not provide evidence of an embedded compliance system to manage the onboarding of sub-contracted arrangements or review service delivery performance for sub-contractors, in line with the sub-contractor agreement.
· Management said performance review of sub-contracted services would only occur, should a complaint be received by a consumer regarding the individual service provision.
· The Assessment Team sighted a self-identified continuous improvement action for the provider to continue ongoing oversight of sub-contracted services until July 2025.
· Evidence demonstrated an internal audit was conducted by an external consultant, acknowledging sub-contractor management processes are not effectively documented and is to be improved.
In response to the Assessment Team’s report, the provider submitted a response outlining additional information and actions undertaken to address the deficiencies. The response includes the following evidence relevant to my finding:  
· Management said the continuous improvement action for the provider to continue ongoing oversight of sub-contracted services has been extended beyond July 2025 to ensure changes remain embedded.
· Explanation, with evidence provided, of an established project team to address policy, process and guidance review and monitoring of sub-contracted and brokered arrangements.
· Explanation, with evidence provided, of a comprehensive review undertaken of all current sub-contractors.
· Explanation of an organisation wide implementation of a human resources information system to ensure accountabilities, monitoring and alerts for roles with responsibility for undertaking annual performance assessments.
· Explanation, with evidence provided, of communication from the CEO to all current sub-contractors across the organisation to advise of requirements when working with the organisation.
In coming to my finding, I have considered the information and evidence in the Assessment Team’s report and provider’s response. This Requirement expects all members of the workforce to have their performance regularly evaluated and looks at how organisations assess performance and capabilities of the workforce, inclusive of sub-contracted agreements. Additionally, performance reviews can also support continuous improvement and development of the members of the workforce. 
I find this has not occurred. I acknowledge some steps have been taken to improve policy, commence reviews of sub-contracted staff and address plans for continuous improvement to address the deficiencies. However, the evidence supplied, at the time of my decision, does not demonstrate the mentioned actions have been fully implemented nor embedded to support effective oversight or completion of performance reviews and appraisal, across both internal and external to the organisation. Therefore, I place weight on information outlined in the Assessment Team’s report. 
Based on the information summarised above, I find the provider non-compliant with Requirement (3)(e) in Standard 7 Human resources.
Requirements 7(3)(c) and 7(3)(d)
For subcontracted staff, management ensure contractual agreements are maintained and appropriate documentation, including registration, is complete. Sub-contractors said they are aware of their obligations in terms of service agreements, compliance documents and reporting procedures. Evidence of the development and implementation of a sub-contractor register and contractor information handbook addressed and were congruent with the improvements described by management. Documentation showed sub-contractors mandatory compliance checks are supplied and stored within the providers information management system.
Consumers reported feeling satisfied with staff, including sub-contracted staff as they felt they were adequately trained to provide care and services. Staff, including sub-contracted staff elaborated on the initial and ongoing training and support available to execute their roles effectively, including the strengthened standards, elder abuse and serious incident response training. Management described the role-specific training program that staff undertake to support them in their roles. Documentation showed information is shared with sub-contracted and brokered staff during the onboarding process.
Based on the information summarised above, I find the provider compliant with Requirements (3)(c) and (3)(d) in Standard 7 Human resources.
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