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Catherine Spiller, 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.
[bookmark: _Hlk27119087]Overall assessment of this Service
	[bookmark: _Hlk27119070]Standard 7 Human resources
	Non-compliant

	Requirement 7(3)(a)
	Non-compliant
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Detailed assessment
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 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 Assessment Contact - Desk; the Assessment Contact - Desk report was informed by a site assessment, review of documents and interviews with staff, consumers/representatives and others
the provider’s response to the Assessment Contact - Desk report received 9 December 2021
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Human resources
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
To understand the consumer’s experience and how the organisation understands and applies the requirements within this Standard, the Assessment Team spoke with consumers about their experiences of the staff, interviewed staff and reviewed a range of records, including staff rosters, call bell documentation and complaints data.
Whilst most consumers considered staff as caring, overall feedback from both consumers and staff indicates that the service has a lack of staff which affects the level of care being provided. Review of rostering and unfilled shift documentation demonstrated a number of unfilled shifts across a range of roles. 
The provider has not demonstrated the service is adequately staffed to deliver and manage safe and quality care and services.
This Quality Standard is rated Non-compliant as one of the specific requirements is Non-compliant. 
Assessment of Standard 7 Requirements 
Requirement 7(3)(a)	Non-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.
Most consumers and representatives interviewed expressed dissatisfaction with staffing levels at the service. Staff expressed concerns with staffing levels and that they are not always able to meet consumer needs particularly in regard to personal hygiene and transfers.
The Assessment Team observed the call bell report between 1 September 2021 and 1st October 2021, 14 consumers waited over 25 minutes, with the highest wait being 1hour 13 minutes. Delays in attending to call bells was also mentioned in consumers and representative interviews.
The Assessment Teams review of the rostering and unfilled shift documentation indicated that the number of staff is not always sufficient to enable the delivery of safe and quality care to consumers. This documentation showed a number of unfilled shifts between 4 October 2021 and 18 October 2021 across many different role types. In addition, interviews with a number of staff reported ongoing issues with unplanned leave and difficulty replacing staff absences. 14 staff left during the period August 2021 to October 2021.
Management described the different strategies employed to increase staffing levels, and that aged care is experiencing challenges across the board with recruitment worsened by COVID-19 pandemic. The approved provider has implemented a new model of care (MOC) that commenced in June 2021, this is still in a trial stage at this service. In response to call bells, management stated that they monitor and review reports each day with outcomes discussed at clinical team meetings.
In its response, the approved provider stated that the concerns raised by consumers and staff had not been formally raised with management and that they would ensure feedback mechanisms are clear.
In making my decision I have considered the Assessment Team report and the information in the response from the approved provider. While I acknowledge the actions taken by the approved provider, I consider the impact on the consumers reported in interviews and delays supported by documentation is sufficient reason to consider the approved provider has not demonstrated compliance with the requirement, therefore I find this requirement Non-compliant.


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.
Standard 7 Requirement 7(3)(a)
· [bookmark: _GoBack]Ensure staffing is sufficient to enable timely provision of care, and that staff are available to assist consumers so negative impact on the quality of consumer care and services is avoided.
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