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[bookmark: _Hlk32477662]Performance report prepared by
Pat Yin Lai, 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.
Overall assessment of this Service
	[bookmark: _Hlk27119070]Standard 1 Consumer dignity and choice
	

	Requirement 1(3)(a)
	Compliant

	Standard 5 Organisation’s service environment
	

	Requirement 5(3)(b)
	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:
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the Assessment Team’s report for the Assessment Contact - Desk; the Assessment Contact - Desk report was informed by a review of documents and interviews with staff, consumers/representatives and others.
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Consumer dignity and choice
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
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, asking them about the requirements, reviewing their care planning documentation (for alignment with the feedback from consumers) and testing staff understanding and application of the requirements under this Standard. The team also examined relevant documentation and drew relevant information from other consumer interviews and the assessment of other Standards.
Of the three consumers and eight representatives interviewed all said that consumers are treated with dignity and respect, can maintain their identity, make informed choices about their care and services and live the life they choose. 
For example:
· Consumers and representatives stated consumers are always treated with respect by staff. Consumers described how staff encourage them to do things for themselves and staff know what is important to them. 
· Consumers and representatives stated consumers individual identities and culture are respected. 
· Consumers said they live the life they want to. They described how they are able to do the things they want to do and are not pushed to do anything they do not want to do.
· Staff spoke about consumers in a respectful manner and were consistent in their description of a service culture that promotes consumer choice, independence and respect.
· Staff have undertaken training on consumer dignity and respect and the new dining experience introduced across the service.
Not all requirements were assessed and therefore an overall rating for the Quality Standard is not provided.
[bookmark: _Hlk32932412]Assessment of Standard 1 Requirements 
Requirement 1(3)(a)	Compliant
Each consumer is treated with dignity and respect, with their identity, culture and diversity valued.
The service demonstrated that each consumer is treated with dignity and respect with their identity, cultures, and diversity valued.
The Assessment Team interviewed a sample of consumers and representatives who expressed satisfaction that consumers at the service are treated with dignity and respect. They spoke about staff valuing consumer’s identity, culture and diversity.
A sample of staff interviewed described a culture of respect for consumers in the service and were able to provide examples of how they treat consumers as independent individuals. Staff were also able to provide examples of action they would take if disrespectful behaviour was observed of their colleagues. They also spoke about training they have received since the service’s last performance assessment in relation to treating consumers with respect. The Assessment Team noted that staff spoke about consumers in a respectful manner during their interviews. 
The Assessment Team reviewed documentation at the service and confirmed they reflect practices that treat consumers with dignity and respect. For example, assessments and care planning documentation contained personalised information and reflects what is important to the consumer, there is a dignity and diversity inclusion framework and associated policies available to guide staff, and records of relevant staff training. 
Management Staff interviewed were able to describe or confirm improvements that have occurred since their last performance assessment. They described improvements to the dining experience for consumers in the memory support unit, including one on one assistance to ensure consumers were supported in their dining experience with dignity and respect. They confirmed staff have undertaken training on consumer dignity and respect and the new dining experience introduced across the service.
Based on the evidence available at the time of assessment, I find this requirement Compliant. 
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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 via photography, 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, feedback from consumers and representatives indicated they felt the premises and equipment was safe and well maintained. 
Staff interviewed also provided consistent information regarding the reporting of any hazards or maintenance requests.
Not all requirements were assessed and therefore an overall rating for the Quality Standard is not provided.
Assessment of Standard 5 Requirements 
Requirement 5(3)(b)	Compliant
The service environment:
(i) is safe, clean, well maintained and comfortable; and
(ii) enables consumers to move freely, both indoors and outdoors.
The service demonstrated systems in place for the cleaning and maintenance of the service environment. They also demonstrated an environment where consumers are safe and able to move freely, indoors and outdoors.
The Assessment Team interviewed a sample of consumers who stated they felt safe at the service as things are well maintained, and that they felt free to move about inside and outside the service when they wished to do so.  A few consumers provided specific examples, such as being able to go out when they would like with their family nearby and have lunch, or going to the local shops.  Consumer representatives interviewed also advised they did not have any issues regarding the maintenance or safety at the service and they are confident in the service rectifying any issues. The representatives also note that they do not have any problems with visiting their consumers in the memory support unit, and confirmed consumers rooms were no longer being locked. 
The Assessment Team interviewed management staff who described improvements since the last performance assessment. For example, the doors leading to the memory support unit are now unlocked and consumers are free to move if they choose to do so; staff have also been reminded that consumers in the unit have free access to their rooms and they are to remain unlocked unless a specific request has been made by consumers and/or their representatives.
The Assessment Team interviewed maintenance staff who could describe the planned preventative maintenance system, and how maintenance issues identified reactively are logged, actioned, or rectified. They also note that additional areas for cleaning have been included since the last performance assessment, including the cleaning of outside areas where consumers are smoking. Other staff interviewed were also able to describe how they would alert the maintenance staff regarding issues identified, and how they would ensure the safety of others in the meantime. Furthermore, they also confirmed the improvements made to the memory support unit in regard to enabling consumer’s free movement. 
The Assessment Team reviewed documentation and confirmed that maintenance documents were present and being actioned in a timely manner. 
The service environment was also able to be observed by the Assessment Team to be clean. The team was provided photography of the service environment including the area outside the room of a consumer who smokes, the designated smoking area, open doors leading into the memory support unit, and the dining room in unit prior to the lunch time meal. Each area was observed to be clean. 
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Based on the evidence available, the Assessment Team finds that this requirement is met. 
Areas for improvement
[bookmark: _GoBack]There are no specific areas identified in which improvements must be made to ensure compliance with the Quality Standards. The provider is, however, required to actively pursue continuous improvement in order to remain compliant with the Quality Standards. 
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