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	Address:
	207 Wakefield Street, ADELAIDE, South Australia, 5000

	Activity type:
	Assessment contact (performance assessment) – non-site

	Activity date:
	on 17 April 2024

	Performance report date:
	13 June 2024

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.

Service included in this assessment
[bookmark: SERVICEALLOCATIONLIST]Home Care Packages (HCP) included:
Provider: 2973 Calvary Community Care
Service: 18470 Calvary Community Care - Adelaide Southern Fleurieu
Commonwealth Home Support Programme (CHSP) included:
Provider: 7303 Calvary Community Care
Service: 24691 Calvary Community Care - Care Relationships and Carer Support
Service: 24692 Calvary Community Care - Community and Home Support
This performance report
This performance report for Calvary Community Care - Adelaide Service Centre (the service) has been prepared by K. Jarvie, 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) – non-site report was informed by a review of documents and interviews with staff, consumers and representatives and others; and,
· the performance report dated 29 June 2023 in relation to the Quality Audit undertaken on 30 May 2023 to 1 June 2023.
The provider did not submit a response to the Assessment Team’s report for the Assessment contact (performance assessment) – non-site report.  

Assessment summary for Home Care Packages (HCP) 
	Standard 6 Feedback and complaints
	Not applicable as not all requirements have been assessed


Assessment summary for Commonwealth Home Support Programme (CHSP)
	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 6
	Feedback and complaints
	HCP
	CHSP

	Requirement 6(3)(d)
	Feedback and complaints are reviewed and used to improve the quality of care and services.
	Compliant 
	Compliant 


Findings
Requirements 6(3)(a), 6(3)(b), and 6(3)(c) were not assessed at time of Assessment Contact – non-site conducted 17 April 2024 as these requirements were deemed compliant in previous performance report prepared 29 June 2023. 
Requirement 6(3)(d) was found non-compliant following a Quality Audit undertaken from 30 May 2023 to 1 June 2023, as the service did not demonstrate feedback and complaints were consistently captured and reviewed to improve the quality of care and services delivered. Evidence to support non-compliance included:
· analysis of feedback register contained information that was incomplete and did not explain what feedback had been provided by the consumer or was being reviewed by staff; and,
· despite recent training to improve feedback recording, review of April 2023 and May 2023 staff meeting minutes confirmed consumer feedback was not discussed with staff.
The Assessment Team’s report for the Assessment Contact – non-site undertaken on 17 April 2024 included evidence of actions undertaken by the service in response to the non-compliance. The Assessment Team provided the following evidence relevant to my finding: 
· consumers and representatives interviewed confirmed they have noticed improvements made in response to feedback provided, particularly, in relation to communication and finance processes; and,
· management interviewed, and documentation reviewed, confirm feedback and complaints are logged into a risk management system where reports are generated for review by management to determine continuous improvement opportunities; and, 
· documentation reviewed confirm feedback and complaint trend analysis results are discussed at staff, management, and governing body meetings; and,  
· review of the service’s February 2024 quality report showed detailed information of consumer complaint and feedback trends and continuous improvement opportunities. 
Based on the information summarised above, I find the provider, in relation to the service, compliant with Requirement (3)(d) in Standard 6 Feedback and complaints.
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