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Detailed assessment
This performance report details the Commission’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 - Site; the Assessment Contact - Site report was informed by a site assessment, observations at the service, review of documents and interviews with staff, consumers/representatives and others.
the provider’s response to the Assessment Contact - Site report received 7 January 2021. 
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Personal care and clinical care
Consumer outcome:
1. I get personal care, clinical care, or both personal care and clinical care, that is safe and right for me.
Organisation statement:
2. The organisation delivers safe and effective personal care, clinical care, or both personal care and clinical care, in accordance with the consumer’s needs, goals and preferences to optimise health and well-being.
Assessment of Standard 3
To understand the consumer’s experience and how the organisation understands and applies the requirements within this Standard, the Assessment Team sampled the experience of consumers – their care plans and assessments were reviewed, and staff were asked about how they ensure the delivery of safe and effective care for consumers. The team also examined relevant documents.
Overall, sampled consumers considered that they receive personal care and clinical care that is safe and right for them. 
For example:
· Consumers sampled confirmed that they receive the care they need and assistance with personal care when required.
· The two consumers sampled confirmed that they had access to a doctor or other health professional when he needs specialist care.
· The service organises other health services to visit or assists consumers to access required health services externally, such as specialist allied health services and medical consultants. A geriatrician visits the service on request from the medical officer. 
The Assessment Team’s general observation was that staff were delivering care in partnership with consumers which was appropriate to their day to day needs and preferences. Most consumers were well groomed and dressed appropriately, seated comfortably or moving around the service freely with appropriate aids. One consumer was observed with the Assessment Team in the communal area dressed in a track suit with her continent aid out of position and hanging down her leg, however, staff were able to manage the incident well; when the consumer was later interviewed in the day, she stated she was happy with the care that was provided. 
Consumers appeared to be engaged in activities of interest periodically throughout the day. Staff said attending these activities was important for the consumers well-being, maintaining good mental health, lifestyle and as a behaviour management technique.  
Not all requirements were assessed and therefore an overall rating for the Quality Standard is not provided.
Assessment of Standard 3 Requirements 
Requirement 3(3)(a)	Compliant
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.

Requirement 3(3)(b)	Compliant
Effective management of high impact or high prevalence risks associated with the care of each consumer.
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Organisation’s service environment
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
To understand the consumer’s experience and how the organisation understands and applies the requirements within this Standard, the Assessment Team observed the service environment, spoke with consumers about their experience of the service environment and interviewed care staff about the suitability and safety of equipment. The team also examined relevant documents.
Overall, sampled consumers considered that they feel they belong in the service and feel safe and comfortable in the service environment. 
For example:
· All consumers interviewed said they feel safe within the service and find the service to be well maintained. 
· Consumers said they feel at home and are able to bring their own furniture into their rooms and hang pictures on the walls.
· Consumers said the equipment provided by the service is comfortable and clean, and they feel the laundry and cleaning services are good. However, observations by the Assessment Team were of areas throughout the service that were not clean.
However, observations by the Assessment Team demonstrated cleanliness at the service is not of a high standard. There have also been complaints from previous consumers at the service about the cleanliness of the environment.
The service has some outstanding maintenance issues, though they are monitored and will be actioned appropriately by the provider. 
The Assessment team did not assess all requirements for this Quality Standard. However, a decision of Non-compliant in one or more requirements results in a decision of Non-Compliant for the Quality Standard. 
Assessment of Standard 5 Requirements 
Requirement 5(3)(b)	Non-compliant
The service environment:
(i) is safe, clean, well maintained and comfortable; and
(ii) enables consumers to move freely, both indoors and outdoors.
The Assessment team interviewed a sample of consumers whom were generally happy with the cleanliness of their rooms, and confirmed they have equipment to support them to mobilise throughout the building. They were observed to move freely in the service assisted and unassisted by staff. However, I note the service had previously received recent complaints from other consumers (outside the assessment sample) regarding the cleanliness of the environment. Some staff interviewed also advised that consumer rooms are not clean and there is generally dust and grime on the floor, although management advised they undertake cleaning audits and correct issues with the contractors as they occur. 
The Assessment Team observed the cleanliness of the service environment and noticed it was not held to a high standard. Two consumers did not have parts of their room adequately cleaned and their floor was not clean or vacuumed, although the provider stated that one of these consumers had requested their room not to be cleaned by staff. In a few areas of the service such as passageways, sports rooms, windowsills, toilet, and laundry, it was observed that there were collections of dust and insects. Some furniture was observed to be dirty, including an outdoor table covered in bird droppings, and a cupboard with a video player and remote that was dusty and grimy. Some installed hand sanitisers were not well maintained, as they were identified to be empty and therefore not functioning.  
The team also observed issues with storage and disposal at the service, which were potential hazards for consumers. The team identified there was a large amount of equipment stored in the courtyard area, which were unused equipment awaiting disposal; this equipment was observed to be eventually removed by the end of the assessment. A permanent solution for storage of unwanted items was not disclosed by maintenance at the time. The clinical waste bins were also kept in an unlocked area next to the courtyard which were unsafe for consumers, although the provider rectified this immediately during the assessment. 
Furthermore, the team observed unsafe environmental hazards in the service environment. This included uneven pavement outside two residential rooms that was a potential trip hazard, and gutters significantly filled with branches creating a potential fire hazard. Maintenance staff stated that the service currently did not have an environmental observation audit to identify issues, although replacement for the courtyard paving was already identified and scheduled to be replaced. 
The Assessment Team also reviewed maintenance logs that indicate that the service was generally well maintained although there is a number of outstanding maintenance items not yet actioned, such as a leaking roof which restricts consumers from using the hallway during heavy rain. 
The provider has since responded to the findings above.
The provider has stated that they outsource their cleaning, and the external service has existing systems such as a cleaning manual and cleaning duty list in place to ensure staff keep the service clean. The provider also states the same external service is used to refill hand sanitisers regularly. However, based on the observations at the assessment and the previous consumer complaints, I am not persuaded that the cleaning system employed by the external service has been effective in maintaining a clean environment for the consumers. 
The provider has asked for observations of the service environment to consider that there are frequent dust storms and environmental plague of insects in the area, which would impact on the cleanliness of the home. I acknowledge the unique environment of the service and note that the Assessment Team had discussed this issue with management staff during the assessment. The management staff had stated that dust storms brought red dust into the service, however, the Assessment Team notes that the dust they observed was simply normal household dust. Furthermore, there were unclean areas of the service unrelated to insects and dust, such as an outdoor table covered in bird droppings. I am therefore not satisfied that the unclean areas observed in the service environment can be significantly attributed to the local environment. The provider has since stated they will increase the amount of cleaning time for the service environment, give staff further training, and the Centre Manager will use a residential-house keeping tool to monitor the housekeeping outcomes. 
In regard to the backlog of maintenance issues and unidentified environmental hazards, the provider has explained that they did not have a maintenance officer for a period of time as there were difficulties sourcing an officer in the local labour market, and COVID19 restrictions prevented site inspections from external stakeholders on a regular basis. However, the provider has stated they had tried their best to source maintenance officers from nearby centres in the interim. The provider has stated their current maintenance officer is new (7 weeks) and has since started scheduling actions for the outstanding maintenance backlog, including the leaking roof. With regard to storage of unwanted items, the provider has now stated the skip bin would be the permanent storage solution. 
Based on the evidence (summarised above). I find that this requirement is non-compliant as the provider was not able to demonstrate a clean, safe and comfortable environment at the time of assessment. 
 
 













 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.
Requirement 5(3)(b)	
The service environment:
(i) is safe, clean, well maintained and comfortable; and
(ii) enables consumers to move freely, both indoors and outdoors.
The Approved provider to proceed with their planned improvements in the provider response to ensure the environment is safe, clean, well maintained and comfortable. The Approved Provider to review these improvements at a later date to see if they have been effective. 
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