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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 Windsor Aged Care Services (the service) has been prepared by P. Sherin, 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.
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 at the service, review of documents and interviews with staff, consumers/representatives, and others.
· 

Assessment summary 
	Standard 1 Consumer dignity and choice
	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 6 Feedback and complaints
	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. 


Standard 1
	Consumer dignity and choice
	

	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
Consumers and representatives said consumers are provided with the information they need to make informed choices. They reported the information is appropriate, current, and offered in a way consumers can understand. 
Staff described various methods used to communicate information to consumers. Staff explained how they support consumers who may have barriers to communication by using individual strategies such as translation applications on electronic devices, writing down information for consumers with hearing loss, or learning common phrases in Italian to use when communicating with Italian speaking consumers. 
A range of information was observed accessible for consumers around the service, including but not limited to whiteboards in dining areas with daily menu options and activity information, newsletters, and activity schedules in large print. 



Standard 3
	Personal care and clinical care
	

	Requirement 3(3)(d)
	Deterioration or change of a consumer’s mental health, cognitive or physical function, capacity or condition is recognised and responded to in a timely manner.
	Compliant


Findings
Consumers and representatives provided examples of how the service promptly responds to any concerns regarding deterioration or changes in the consumer’s health and condition. 
Care staff explained how changes in a consumer’s mental health, cognitive function, physical condition, or capacity are recognised and reported to registered staff promptly and discussed during regular handover meetings.
Registered staff described the procedures used to identify deterioration in a consumer’s health and wellbeing and the steps taken in response. This includes but is not limited to, commencing regular monitoring and charting, referring to medical doctors and other health professionals as required, or transferring the consumer to the hospital. 
Review of care documentation identified deterioration or changes in a consumer’s health and condition are identified and responded to in a timely manner.  


Standard 4
	Services and supports for daily living
	

	Requirement 4(3)(c)
	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.
	Compliant


Findings
Consumers and representatives said the service supports consumers to engage in various activities, to pursue their personal interests within and outside the service, and to maintain their social and personal relationships.
Staff demonstrated knowledge of individual consumers’ interests and preferences, and provided examples of how they facilitate consumer socialisation and engagement in activities.  
The service’s Lifestyle Coordinator described how the service conducts lifestyle assessments and planning upon consumers’ entry to the service and during regular reviews and case conferences. Representatives are kept informed about upcoming activities under the service’s lifestyle program and encouraged to visit and participate in activities with the consumer. 
The service supports consumers to engage in activities of interest within the local community and to remain connected with their family and loved ones via video conferencing and telephone calls.  
Consumers were observed enjoying participating in activities and socialising with visitors and other consumers during the assessment contact. 




Standard 6
	Feedback and complaints
	

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


Findings
Most consumers and representatives expressed confidence in management addressing their concerns and resolving their complaints promptly.  
Management and staff demonstrated a shared understanding of the service’s complaints handling processes. Staff described how they would respond to a complaint, including escalating and reporting any concerns to registered staff or management. 
Staff said they have received training on open disclosure and accurately described the application of open disclosure principles as part of the complaints management process. 
Review of the service’s feedback register identified complaints are documented and information is provided to consumers and representatives regarding the actions taken in response to their complaint.
Review of complaints documentation and meeting minutes identified complaints are resolved in a timely manner and in instances where there is a delay, consumers and representatives are kept updated on the progress made against the complaint. 
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