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[bookmark: _Hlk32477662]Performance report prepared by
M Cooper delegate of the Aged Care Quality and Safety Commissioner.
Publication of report
This Performance Report will be published on the Aged Care Quality and Safety Commission’s website under the Aged Care Quality and Safety Commission Rules 2018.
Services included in this assessment
[bookmark: HcsServicesFullListWithAddress]CHSP:
· Home Maintenance, 4-7W5FPL1, 571 Montague Road, MODBURY SA 5092
· Domestic Assistance, 4-7W5UEIE, 571 Montague Road, MODBURY SA 5092
· Flexible Respite, 4-7W5UEQL, 571 Montague Road, MODBURY SA 5092
· Home Modifications, 4-7WALSWJ, 571 Montague Road, MODBURY SA 5092
· Meals, 4-7WALT5L, 571 Montague Road, MODBURY SA 5092
· Social Support - Group, 4-7WALTKR, 571 Montague Road, MODBURY SA 5092
· Social Support - Individual, 4-7WAPQ8I, 571 Montague Road, MODBURY SA 5092
· CHSP Transport, 4-7WAPQHK, 571 Montague Road, MODBURY SA 5092


Overall assessment of Service/s 
	Standard 1 Consumer dignity and choice
	CHSP
	Compliant

	Requirement 1(3)(a)
	CHSP
	Compliant

	Requirement 1(3)(b)
	CHSP
	Compliant

	Requirement 1(3)(c) 
	CHSP
	Compliant

	Requirement 1(3)(d) 
	CHSP
	Compliant

	Requirement 1(3)(e) 
	CHSP
	Compliant

	Requirement 1(3)(f) 
	CHSP
	Compliant

	
	
	

	Standard 2 Ongoing assessment and planning with consumers
	CHSP 
	Compliant

	Requirement 2(3)(a)
	CHSP
	Not Compliant

	Requirement 2(3)(b)
	CHSP
	Compliant

	Requirement 2(3)(c)
	CHSP
	Compliant

	Requirement 2(3)(d)
	CHSP
	Not Compliant

	Requirement 2(3)(e)
	CHSP
	Not Compliant

	
	
	

	Standard 3 Personal care and clinical care
	CHSP
	Not Applicable

	
	
	

	Standard 4 Services and supports for daily living
	
	

	Requirement 4(3)(a)
	CHSP
	Compliant

	Requirement 4(3)(b)
	CHSP
	Compliant

	Requirement 4(3)(c)
	CHSP
	Compliant

	Requirement 4(3)(d)
	CHSP
	Compliant

	Requirement 4(3)(e)
	CHSP
	Compliant

	Requirement 4(3)(f)
	CHSP
	Compliant

	Requirement 4(3)(g)
	CHSP
	Compliant

	
	
	

	Standard 5 Organisation’s service environment
	CHSP 
	Compliant

	Requirement 5(3)(a)
	CHSP
	Compliant

	Requirement 5(3)(b)
	CHSP
	Compliant

	Requirement 5(3)(c)
	CHSP
	Compliant

	Standard 6 Feedback and complaints
	CHSP 
	Compliant

	Requirement 6(3)(a)
	CHSP 
	Compliant

	Requirement 6(3)(b)
	CHSP
	Compliant

	Requirement 6(3)(c) 
	CHSP
	Compliant

	Requirement 6(3)(d) 
	CHSP
	Compliant

	
	
	

	Standard 7 Human resources
	CHSP 
	Compliant

	Requirement 7(3)(a)
	CHSP 
	Compliant

	Requirement 7(3)(b)
	CHSP
	Compliant

	Requirement 7(3)(c) 
	CHSP
	Compliant

	Requirement 7(3)(d)
	CHSP
	Compliant

	Requirement 7(3)(e) 
	CHSP
	Compliant

	
	
	

	Standard 8 Organisational governance
	CHSP 
	Not Compliant

	Requirement 8(3)(a)
	CHSP 
	Compliant

	Requirement 8(3)(b)
	CHSP
	Compliant

	Requirement 8(3)(c) 
	CHSP
	Compliant

	Requirement 8(3)(d)
	CHSP
	Not Compliant

	Requirement 8(3)(e) 
	CHSP
	Not Applicable




Detailed assessment
This performance report details the Commissioner’s assessment of the provider’s performance, in relation to the services, against the Aged Care Quality Standards (Quality Standards). The Quality Standard and requirements are assessed as either compliant or non-compliant at the Standard and requirement level where applicable.
The report also specifies areas in which improvements must be made to ensure the Quality Standards are complied with.
The following information has been taken into account in developing this performance report:
the Assessment Team’s report for the Quality Audit; the Quality Audit report was informed by a site assessment, observations at the service, review of documents and interviews with staff, consumers/representatives and others
the provider response to the report received on 21 September 2022.   
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[image: ]STANDARD 1 Consumer dignity and choice 
	CHSP	Compliant 
	 	


Consumer outcome:
1. I am treated with dignity and respect, and can maintain my identity. I can make informed choices about my care and services, and live the life I choose.
Organisation statement:
2. The organisation:
(a) has a culture of inclusion and respect for consumers; and
(b) supports consumers to exercise choice and independence; and
(c) respects consumers’ privacy.
Assessment of Standard 1
The Quality Standard for the Commonwealth home support programme services are assessed as Compliant as 6 of the six specific requirements have been assessed as Compliant.
[bookmark: _Hlk32932412]Assessment of Standard 1 Requirements
During the audit Assessors spoke with consumers and or their representatives who stated that the Service treated them with dignity and respect whilst fostering social connections in their communities.
The Service takes a consultative and inclusive approach to ensure that consumers are supported to make informed choice and that risks are appropriately managed.  Further to this, the Service supports consumer to live their lives as they choose by providing social interaction and services in order to maintain their independence and wellbeing.  Information is provided to consumers and or their representative in a clear and easy to understand format
	Requirement 1(3)(a)
	CHSP   
	Compliant 

	
	 
	


Each consumer is treated with dignity and respect, with their identity, culture and diversity valued.
	Requirement 1(3)(b)
	CHSP   
	Compliant

	
	 
	


Care and services are culturally safe.
	Requirement 1(3)(c)
	CHSP  
	Compliant

	
	 
	


Each consumer is supported to exercise choice and independence, including to: 
(i) make decisions about their own care and the way care and services are delivered; and
(ii) make decisions about when family, friends, carers or others should be involved in their care; and
(iii) communicate their decisions; and 
(iv) make connections with others and maintain relationships of choice, including intimate relationships.
	Requirement 1(3)(d)
	CHSP  
	Compliant

	
	 
	


Each consumer is supported to take risks to enable them to live the best life they can.
	Requirement 1(3)(e)
	CHSP   
	Compliant

	
	 
	


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.
	.Requirement 1(3)(f)
	CHSP   
	Compliant

	
	 
	


Each consumer’s privacy is respected and personal information is kept confidential.




[bookmark: _Hlk27644042][image: ]STANDARD 2 Ongoing assessment and planning with consumers 
	CHSP	Not Compliant
	 	

Consumer outcome:
1. I am a partner in ongoing assessment and planning that helps me get the care and services I need for my health and well-being.
Organisation statement:
2. The organisation undertakes initial and ongoing assessment and planning for care and services in partnership with the consumer. Assessment and planning has a focus on optimising health and well-being in accordance with the consumer’s needs, goals and preferences.
Assessment of Standard 2
The Quality Standard for the Commonwealth home support programme services are assessed as Non-compliant as three of the five specific requirements have been assessed as Non-compliant.
Assessment of Standard 2 Requirements 
The audit report found that the Service was undertaking an assessment process in partnership with consumer’s representatives and other stakeholders.  Key risks for some consumers had been identified but their risks but the risks had not been assessed and strategies to manage those risks had not been documented.  The Service did not hold discussions with the consumer or their representatives with the view of developing a care plan or documentation for brokered services at the point of care.  The Service did not have a review process in place to ensure that assessments and plan were current and reflective of the consumer’s needs and goals.  Further to this, care planning documents did identify key risks but that were not always up to date.
	Requirement 2(3)(a)
	CHSP   
	Not Compliant

	
	 
	


Assessment and planning, including consideration of risks to the consumer’s health and well-being, informs the delivery of safe and effective care and services.
Findings
The Service did not demonstrate that it had undertaken an assessment of the consumers health and well-being which could then be used to inform the delivery of safe and effective care and services.  Even though the Service did identify risks for some consumers, these risks had not been assessed with risk mitigation strategies or documented with critical information given the staff verbally.  The Service did not provide the Assessment Team with policies or procedures regarding assessment and planning for consumers.  Service Agreements and request forms reviewed did not include enough detail about the assessed needs and risks to the consumer to guide staff in managing those risks. In some cases, staff relied on their own knowledge of the consumer to manage the risks.  The Provider has developed an Active Ageing CHSP Service intake form.  The form required a staff member to provide a risk rating based on the information gathered but staff and management advised that they do not use this information to monitor risk in a structured way.  Care planning documents were reviewed and while and risks such as falls and cognition for some Consumers had been identified, service agreements, service requests and run sheets were not always up to date.  Due to ineffective assessment and care planning processes, the service could not demonstrate effective management of consumers’ risks, including high impact and high prevalence risks. 
Management acknowledged the feedback from the Assessment Team and advised they will review their processes to ensure the identified gaps are addressed to ensure the safety and quality of services for consumers.  The Service Provider has committed to re-designing its intake form to ensure medical conditions and co-morbidities are captured.  A service plan will replace the current transport run sheet to facilitate easy access for volunteers.  Assessment and Planning Protocols and Procedures will be introduced, and this will include a risk rating process to monitor risks for clients.  In reviewing the available documentation, I have reasonable grounds to form the view that the Service Provider has not complied with the requirement  
	Requirement 2(3)(b)
	CHSP   
	 Compliant

	
	 
	


Assessment and planning identifies and addresses the consumer’s current needs, goals and preferences, including advance care planning and end of life planning if the consumer wishes.
	Requirement 2(3)(c)
	
	

	
	CHSP 
	Compliant


The organisation demonstrates that assessment and planning:
(i) is based on ongoing partnership with the consumer and others that the consumer wishes to involve in assessment, planning and review of the consumer’s care and services; and
(ii) includes other organisations, and individuals and providers of other care and services, that are involved in the care of the consumer.
	Requirement 2(3)(d)
	CHSP   
	 Not Compliant

	
	 
	


The outcomes of assessment and planning are effectively communicated to the consumer and documented in a care and services plan that is readily available to the consumer, and where care and services are provided.
Four consumers and/or their representatives were interviewed and stated they have not received a document that describes how they would like their services delivered.  Some consumers do not have a service agreement or service request form that accurately or reflected the outcomes of the most up to date assessments and reviews of the consumer’s needs, goals or preferences. 
These documents were not consistently available in the consumers’ home or at point of care as confirmed through interviews with consumers and/or representatives. Relevant risks to the consumer’s safety, health and well-being and strategies to support contractors and volunteers in managing those risks were not adequately documented in the service agreements or service review forms to guide staff practice at the point of care.  
Although Management and Staff stated that the outcomes of discussions with consumers did result in changes to the services being delivered , the changes were not consistently documented the service agreements.  Further to this, the Assessment Team opined that the Active Ageing CHSP Service intake form was an assessment-based document that did not facilitate an analysis of the information that had been gathered.  The Service acknowledged that there was room for improvement.
Subcontractors also described how they upload consumer information into a phone App.  They stated that when there was insufficient information in the service request form or there was no service agreement at the point of care they seek guidance from the consumer or their representative.  However, it was demonstrated that the contractors knew their clients and would report changes for appropriate action.  In reviewing the available documentation, I have reasonable grounds to form the view that the Service Provider has not complied with the requirement  
	Requirement 2(3)(e)
	CHSP   
	Not Compliant

	
	 
	


Care and services are reviewed regularly for effectiveness, and when circumstances change or when incidents impact on the needs, goals or preferences of the consumer.
Findings
[image: ]
The care plans of 4 consumers were reviewed and the Service could not demonstrate that the plans were reviewed regularly.  This is particularly evident when there was a change in the consumer condition or when incidents occurred.  Even though some care and service reviews had been done, they did not identify risks and implement strategies to mitigate the risks and therefore the reviews were deemed in effective.   Management provided the master list for the individual services that it provided to consumers.  Management stated individual staff would review the services that they are involved in providing annually.  Management also advised that there was no central system that allowed the Service to monitor the completion of the reviews.  The Service is in the process of securing a new consumer database for this purpose.    The Service has produced an Active Ageing Client review policy and procedures dated 29 September 2021 which provides guidance as to how annual reviews are to be conducted.  A review of Active Ageing meeting minutes of 9 June 2022 showed that the process of reviewing CHSP consumers annually had not been successful and it was decided that this process should be conducted using postal forms. Feedback was provided to Management by the Assessment Team in relation to the use of postal forms.  Management stated that they will consider a review of this process however, any modification of the current process would need to be risk assessed due to the number of clients and the current level of resourcing in the Service.  Management stated that a review for non-vulnerable clients was underway and it was being conducted using postal forms.  However vulnerable consumers would be contacted by telephone or face to face.  Procurement of a new database is underway.  In reviewing the available documentation, I have reasonable grounds to form the view that the Service Provider has not complied with the requirement   
[image: ]STANDARD 3 Personal care and clinical care
	
	CHSP 	Not Applicable
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As the service does not provide personal care or clinical care this Standard is Not Applicable.

[image: ]STANDARD 4 Services and supports for daily living
	CHSP	Compliant 
	 	

[image: ]

Consumer outcome:
1. I get the services and supports for daily living that are important for my health and well-being and that enable me to do the things I want to do.
Organisation statement:
2. The organisation provides safe and effective services and supports for daily living that optimise the consumer’s independence, health, well-being and quality of life.
Assessment of Standard 4 
The Quality Standard for the Commonwealth home support programme services are assessed as Compliant as seven of the seven specific requirements have been assessed as Compliant
Assessment of Standard 4 Requirements
It is noted that in the summary of the Assessment Teams report that the Service Provider was not providing consistent information to subcontracted Service Providers to inform them how to deliver safe and quality services.  This area for improvement was articulated in Standard 4(3)(d).  Having regard to the evidence secured I am satisfied that when viewed holistically the Service Provider has been put on notice that this aspect of its Service Provision needs attention and that they will be taking action to remedy this issue.  Therefore, I have reasonable grounds to form the view that the Service Provider is complying with Standard 4       
	Requirement 4(3)(a)
	CHSP   
	Compliant

	
	 
	


Each consumer gets safe and effective services and supports for daily living that meet the consumer’s needs, goals and preferences and optimise their independence, health, well-being and quality of life.
	Requirement 4(3)(b)
	CHSP   
	Compliant

	
	 
	


Services and supports for daily living promote each consumer’s emotional, spiritual and psychological well-being.
	Requirement 4(3)(c)
	CHSP   
	Compliant

	
	 
	


Services and supports for daily living assist each consumer to:
(i) participate in their community within and outside the organisation’s service environment; and
(ii) have social and personal relationships; and
(iii) do the things of interest to them.
	Requirement 4(3)(d)
	CHSP   
	Compliant

	
	
	


Information about the consumer’s condition, needs and preferences is communicated within the organisation, and with others where responsibility for care is shared.
	Requirement 4(3)(e)
	CHSP   
	Compliant

	
	 
	


Timely and appropriate referrals to individuals, other organisations and providers of other care and services.
	Requirement 4(3)(f)
	CHSP   
	Compliant

	
	
	


Where meals are provided, they are varied and of suitable quality and quantity.
	Requirement 4(3)(g)
	CHSP   
	Compliant

	
	 
	


Where equipment is provided, it is safe, suitable, clean and well maintained.

[image: ]

[image: ]STANDARD 5 Organisation’s service environment
	CHSP	Compliant


Consumer outcome:
1. I feel I belong and I am safe and comfortable in the organisation’s service environment.
Organisation statement:
2. The organisation provides a safe and comfortable service environment that promotes the consumer’s independence, function and enjoyment.
Assessment of Standard 5
The Quality Standard for the Commonwealth home support programme services are assessed as Compliant as three of the three specific requirements have been assessed as Compliant.
Assessment of Standard 5 Requirements 
It is noted that in the summary of the Service Provider’s compliance with this standard that the Service Provider was not providing consistent information to subcontracted Service Providers to inform them how to deliver safe and quality services.  This area for improvement is articulated in Standard 5(3)(b).  Having regard to the evidence secured I am satisfied that when viewed holistically the Service Provider has been put on notice that this aspect of its Service Provision needs improvement and that they will be taking action to remedy this issue.  Therefore, I have reasonable grounds to form the view that the Service Provider is complying with Standard 5       
	.Requirement 5(3)(a)
	CHSP
	Compliant

	
	 
	


The service environment is welcoming and easy to understand, and optimises each consumer’s sense of belonging, independence, interaction and function.
	Requirement 5(3)(b)
	CHSP   
	Compliant

	
	 
	


The service environment:
(i) is safe, clean, well maintained and comfortable; and
(ii) enables consumers to move freely, both indoors and outdoors.
	Requirement 5(3)(c)
	CHSP   
	Compliant 

	
	
	


Furniture, fittings and equipment are safe, clean, well maintained and suitable for the consumer.


[image: ]STANDARD 6 Feedback and complaints
	CHSP	Compliant
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Consumer outcome:
1. I feel safe and am encouraged and supported to give feedback and make complaints. I am engaged in processes to address my feedback and complaints, and appropriate action is taken.
Organisation statement:
2. The organisation regularly seeks input and feedback from consumers, carers, the workforce and others and uses the input and feedback to inform continuous improvements for individual consumers and the whole organisation.
Assessment of Standard 6
The Quality Standard for the Commonwealth home support programme services are assessed as Compliant as four of the four specific requirements have been assessed as Compliant.
Assessment of Standard 6 Requirements
The Service Provider is encouraging and supporting consumers and representative to provide feedback and make complaints through multiple channels The Provider is taking appropriate action in relation to complaints to the satisfaction of consumers and representatives.  It is also using feedback received to inform continuous improvements and developing further feedback mechanisms to support ongoing review and improvements of the service delivered.  It is reported that the Service Provider is not documenting follow up action in the resolution process for feedback and complaints.  
It is noted that in the summary of the Service Provider’s compliance with this standard that the Service Provider was not documenting follow up actions in the resolution process.  This area for improvement is articulated in summary of Standard 6(3)(c).  Having regard to the evidence secured I am satisfied that when viewed holistically the Service Provider action complaints. Therefore, I have reasonable grounds to form the view that the Service Provider is complying with Standard 6    
	Requirement 6(3)(a)
	CHSP   
	Compliant

	
	 
	


Consumers, their family, friends, carers and others are encouraged and supported to provide feedback and make complaints.
	Requirement 6(3)(b)
	CHSP   
	Compliant

	
	 
	


Consumers are made aware of and have access to advocates, language services and other methods for raising and resolving complaints.
	Requirement 6(3)(c)
	CHSP   
	Compliant

	
	 
	


Appropriate action is taken in response to complaints and an open disclosure process is used when things go wrong.
	Requirement 6(3)(d)
	   
	

	
	CHSP 
	Compliant


Feedback and complaints are reviewed and used to improve the quality of care and services.
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[image: ]STANDARD 7 Human resources
	CHSP	Compliant
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Consumer outcome:
1. I get quality care and services when I need them from people who are knowledgeable, capable and caring.
Organisation statement:
2. The organisation has a workforce that is sufficient, and is skilled and qualified, to provide safe, respectful and quality care and services.
Assessment of Standard 7
The Quality Standard for the Commonwealth home support programme services are assessed as Compliant as five of the five specific requirements have been assessed as Compliant.
Assessment of Standard 7 Requirements
The Service Provider is ensuring sufficient numbers of the staff are engaged to deliver safe and quality services to consumers.  It is engaging competent and skilled workforce, including contractors and volunteers, to enable the provision of quality services to consumers.  It is providing induction, education, support and review to the workforce, and fostering a positive environment to ensure retention of the skilled workforce
	Requirement 7(3)(a)
	   
	

	
	CHSP 
	Compliant


The workforce is planned to enable, and the number and mix of members of the workforce deployed enables, the delivery and management of safe and quality care and services.
	Requirement 7(3)(b)
	   
	

	
	CHSP 
	Compliant


Workforce interactions with consumers are kind, caring and respectful of each consumer’s identity, culture and diversity.
	Requirement 7(3)(c)
	   
	

	
	CHSP 
	Compliant


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

	
	CHSP 
	Compliant 


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

	
	CHSP 
	Compliant


Regular assessment, monitoring and review of the performance of each member of the workforce is undertaken.



[image: ]STANDARD 8 Organisational governance
	CHSP	Not Compliant	 	


Consumer outcome:
1. I am confident the organisation is well run. I can partner in improving the delivery of care and services.
Organisation statement:
2. The organisation’s governing body is accountable for the delivery of safe and quality care and services.
Assessment of Standard 8
The Quality Standard for the Commonwealth home support programme services are assessed as Non-compliant as one of the four specific requirements have been assessed as Non-compliant.
Assessment of Standard 8 Requirements
Compliance with this Standard requires the Service Provider to hold the governing body of the organisation responsible the delivery a safe and quality standard of care and services.  The Service Provider was encouraging consumers, representative and other stakeholders in the development and evaluation of services.  Further to this, the Service Provider demonstrated that they have effective governance systems to ensure the accountability for the delivery of service. 
The Service Provider was not effectively monitoring and managing high impact or high prevalence risks to consumers The Service Provider was not documenting and analysing incident trends to produce an intelligence-based service improvement program
	Requirement 8(3)(a)
	CHSP   
	Compliant

	
	 
	


Consumers are engaged in the development, delivery and evaluation of care and services and are supported in that engagement.
	Requirement 8(3)(b)
	CHSP   
	Compliant

	
	
	


The organisation’s governing body promotes a culture of safe, inclusive and quality care and services and is accountable for their delivery.
	Requirement 8(3)(c)
	CHSP   
	Compliant

	
	
	


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.
	Requirement 8(3)(d)
	CHSP   
	 Not Compliant

	
	
	


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.
Findings
The Service Provider did not demonstrate effective risk management systems and practises.  The Service Provider does not have effective systems in place to ensure that the representative of the consumers was involved in the assessment and planning of risk identification and mitigation.  As mooted to in the assessment of Standard 2 the Service Provider did not have an effective system of communication risk strategies to staff at the point of service and despite the fact that the Service Provider developed a system where staff would have access to assessments, the documentation did not have sufficient detail to provide practical guidance to staff.  Further to this, although staff and contractors did demonstrate knowledge of risks pertaining to the clients that they serviced, this knowledge was not recorded in a common database for the use of all staff.  The Service Provider does undertake a risk rating of its clients at initial service provision there is no established system in place for the ongoing monitoring of that risk.  
Although the Service Provider does have an incident management system where incidents are recorded in an incident register there was no evidence that these incidents were followed up.  Staff, contractors and volunteers did show that they were able to implement appropriate actions in response to an incident.  In response to this initial finding the Service Provider asserted that they have a low incident count and while the do review any reports and debrief staff and consumers they did not track the incidents to develop a usable trend analysis.
The Service Provider and staff did demonstrate some understanding and application of this requirement in that they confirmed an understanding of identifying and responding to abuse and neglect with the Service Provider recently introduction. Therefore, having regard to all of the information I have reasonable grounds to believe that the Service Provider is non-compliant with this requirement 
	Requirement 8(3)(e)
	
	

	
	CHSP 
	 Not Applicable


As the service does not provide clinical care this requirement is Not Applicable.
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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 the Assessment Team’s report.  
	Requirement 2(3)(a)
	CHSP   
	

	
	 
	


Assessment and planning, including consideration of risks to the consumer’s health and well-being, informs the delivery of safe and effective care and services.
	Requirement 2(3)(e)
	CHSP   
	

	
	 
	


Care and services are reviewed regularly for effectiveness, and when circumstances change or when incidents impact on the needs, goals or preferences of the consumer.
	Requirement 2(3)(e)
	CHSP   
	

	
	 
	


Care and services are reviewed regularly for effectiveness, and when circumstances change or when incidents impact on the needs, goals or preferences of the consumer.
	Requirement 8(3)(d)
	CHSP   
	 Not Compliant

	
	
	


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.
The Plan for Continuous Improvement has nominated 31 October 2022 as the date by which the nominated improvements will be fully implemented.  The Service Provider is encouraged to maintain a vigilant watch on the progress of its improvement plan to ensure full compliance at its next audit.  
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