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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 Approved Provider did not submit a response to the Assessment Team’s report.
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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
The Assessment Team assessed Requirements 1(3)(a) and (b) as part of the assessment contact. No other Requirements in this Standard were assessed.
The Assessment Team found both Requirements compliant. Based on the Assessment Team’s report I find the service is compliant with these Requirements. I have presented the reasons for my decisions under the specific requirements.
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 was found non-compliant with this requirement following an assessment contact on 5 March 2020. The service has addressed the non-compliance by:
Monitoring staff practice to ensure consumers are treated with respect and consumers’ dignity is maintained. 
Ensuring care and services are delivered in line with consumers’ assessed and documented individual needs and that staff value each consumer’s identity, culture and diversity.
Specific action taken includes:
Staff training on diversity and inclusion.
Consumer experience surveys implemented.
Clinical assessments completed on admission and care plans developed, for evaluation every six months.
Leisure and lifestyle questionnaires completed for all consumers.
Physiotherapy and occupational therapy reviews and program planning underway.
During this assessment contact the Assessment Team found consumers and representatives interviewed said they are treated with dignity and respect, and their identity, culture and diversity are valued. The following examples were provided by consumers and representatives during interviews with the Assessment Team:
· All consumers interviewed stated staff make them feel respected and valued. 
· Two consumers stated they enjoy the activities offered at the service and the staff can find them things to do if they are not interested in group activities.
· A consumer said night staff have now been instructed not to disturb them during the night, they are pleased about this and are sleeping better. 
· While a consumer said they would prefer to be in their own home they are able to have visitors and attend the church centre now that the COVID-19 restrictions have been lifted. They said they do not like to participate in many of the activities, but they always have things to do and staff are attentive to their needs.
The Assessment Team reviewed care planning documents which reflected the diversity of consumers. As part of their care plan all consumers now have a ‘MyPlan’ developed in consultation with them. ‘MyPlan’ records consumers’ lifestyle choices and preferences and things that are important to them. In conjunction with the care plan ‘MyPlan’ guides staff when providing care and services to meet consumers’ individual needs and preferences.
During interviews with the Assessment Team staff consistently spoke about consumers respectfully. Staff indicated they understand consumers’ personal circumstances and life journey and they are familiar with consumers’ backgrounds. 
The Assessment Team observed staff interacting respectfully and attentively with consumers during the assessment contact.
The service has recently completed or commenced several audits and surveys, focusing on consumer experience and are evaluating the results. The completed consumer experience survey showed most consumers are highly satisfied.
Based on the Assessment Team’s report I find the service is now compliant with this Requirement.
Requirement 1(3)(b)	Compliant
Care and services are culturally safe.
The service was found non-compliant with this Requirement following an assessment contact on 5 March 2020. The service has addressed the non-compliance by:
Ensuring consumers with culturally diverse backgrounds are provided care and services in line with their cultural needs and preferences including monitoring staff practice and reviewing documented care plans for effectiveness.
Ensuring personal care is provided in a manner that is respectful of consumers and makes the consumer feel safe and comfortable.
Specific action taken includes:
Staff training on diversity and inclusion.
Consumer experience surveys implemented.
Leisure and lifestyle questionnaires completed for all consumers.
Physiotherapy and occupational therapy reviews and program planning underway.
During this assessment contact the Assessment Team found consumers and representatives interviewed said they are provided with care and services that are culturally safe. The following examples were provided by consumers during interviews with the Assessment Team:
· A consumer said they enjoy having visitors and attending church services now that the COVID-19 restrictions have been lifted.
· A consumer has a regular visitor with the same cultural background as them. The visitor comes every week to talk and have a drink.
The Assessment Team reviewed care planning documents which reflected consumers’ cultural identities. As referred to in the above Requirement all consumers now have a ‘MyPlan’ developed in consultation with them to guide staff in providing culturally appropriate care.
During interviews with the Assessment Team staff described action taken to connect a consumer with her cultural group and her church. Management are using the consumer’s cultural and academic background to help guide their search for individualised and culturally appropriate opportunities for engagement.
As mentioned in the Requirement above, the service has recently completed or commenced several audits and surveys, focusing on consumer experience and are evaluating the results. The completed consumer experience survey showed most consumers are highly satisfied.
Based on the Assessment Team’s report I find the service is now compliant with this Requirement.
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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, however, required to actively pursue continuous improvement in order to remain compliant with the Quality Standards. 
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