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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.

This performance report
This performance report for Diversicare (the service) has been prepared by M Cooper, delegate of the Aged Care Quality and Safety Commissioner (Commissioner)[footnoteRef:1].  [1:  The preparation of the performance report is in accordance with, s68A – assessment contact 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.
Services included in this assessment
[bookmark: HcsServicesFullListWithAddress]Home Care:
· Diversicare - West Moreton, 18165, 49 - 51 Thomas Street, WEST END QLD 4101
· Diversicare, 18163, 49 - 51 Thomas Street, WEST END QLD 4101
· Diversicare - Logan River Valley, 18164, 49 - 51 Thomas Street, WEST END QLD 4101
CHSP:
· CHSP - Personal Care, 4-22CEQPA, 49 - 51 Thomas Street, WEST END QLD 4101
· CRCS - Flexible Respite, 4-22CFJI7, 49 - 51 Thomas Street, WEST END QLD 4101
· CHSP - Transport, 4-22CFJSZ, 49 - 51 Thomas Street, WEST END QLD 4101
· CHSP - Domestic Assistance, 4-22CFJYR, 49 - 51 Thomas Street, WEST END QLD 4101
Material relied on
The following information has been considered in preparing the performance report:
· the assessment team’s report for the Quality Audit; the Quality Audit report was informed by a site assessment, observations at the service, review of documents and interviews with staff, consumers/representatives and others
· Aged Care Act 1997 [Cth]
· Aged Care Quality and Safety Commission Act 2018 [Cth]
· Aged Care Quality and Safety Commission Rules 2018 [Cth]
· User Rights Principles 2014 registered 10 October 2022 
· Quality of Care Principles 2014 registered 10 October 2022
· Guidance and Resources for Providers to support the Aged Care Quality Standards published by the Aged Care Quality and Safety Commission in September 2022
· Commonwealth Home Support Programme manual 2022 -2023
· Home Care Package Program operational manual a guide for home care providers September 2021
· 

Assessment summary for Home Care Packages (HCP) 
	Standard 2 Ongoing assessment and planning with consumers
	Non-compliant 


Assessment summary for Commonwealth Home Support Programme (CHSP)
	Standard 2 Ongoing assessment and planning with consumers
	Non-compliant 


A detailed assessment is provided later in this report for each assessed Standard.
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 2(3)(a) HCP and CHSP
· Requirement 2(3)(b) HCP and CHSP
· Requirement 2(3)(d) HCP and CHSP
· Requirement 2(3)(e) HCP and CHSP
· 

Standard 2
	[bookmark: _Hlk106628362]Ongoing assessment and planning with consumers
	HCP
	CHSP

	Requirement 2(3)(a)
	Assessment and planning, including consideration of risks to the consumer’s health and well-being, informs the delivery of safe and effective care and services.
	Non-compliant 
	Non-compliant 

	Requirement 2(3)(b)
	Assessment and planning identifies and addresses the consumer’s current needs, goals and preferences, including advance care planning and end of life planning if the consumer wishes.
	Non-compliant 
	Non-compliant 

	Requirement 2(3)(d)
	The outcomes of assessment and planning are effectively communicated to the consumer and documented in a care and services plan that is readily available to the consumer, and where care and services are provided.
	Non-compliant 
	Non-compliant 

	Requirement 2(3)(e)
	Care and services are reviewed regularly for effectiveness, and when circumstances change or when incidents impact on the needs, goals or preferences of the consumer.
	Non-compliant 
	Non-compliant 


Findings
The Assessment Team reports that the Approved Provider is identifying and setting up systems to improving deficiencies in assessment and planning. However, the Provider is not using assessment and planning, that considers risks to the consumer’s health and wellbeing, to inform safe and effective care and services.  It is not ensuring that assessment and planning identifies and addresses the consumer’s current needs, goals and preferences without outcomes documented in a care plan that is made available at the point of care.  The Provide is not confirming that care and services are regularly reviewed for effectiveness and when there a change to the circumstances which might impact on the needs, goals and preferences of consumers.
Requirement 2 (3)(a)
In relation to requirement 2(3)(a) the Assessment Team reports that the Provider does not demonstrate that assessment and care planning, includes the consideration of risks which then informs the delivery of care and services. Management acknowledge gaps in their assessment and planning processes, including the identification of risk, and have commenced implementing a consumer information management system which will remove the manual nature of information management and embed templates and strengthen prompts and reminders during the assessment, planning and review process. While consumers were generally satisfied with the assistance provided by care staff and care staff showed a high level of familiarity with the needs of consumers, care documentation in relation to a sample group of consumers lacked detail, including specific strategies to support consumers
Requirement 2(3)(b)
In relation to requirement 2(3)(b) the Assessment Team reports that the Provider did not demonstrate assessment and planning identifies and addresses the consumer’s current needs, goals and preferences. While generally very appreciative of the care and services they receive, consumers and representatives, gave varied responses as to whether assessment and planning resulted in meeting their current needs. Assessment and planning documentation did not consistently include the current needs, goals and preferences of consumers or reflect services provided. It was not always evident that service needs identified were delivered as per the assessment and care and services plan
Requirement 2(3)(d)
In relation to requirement 2(3)(d) the Assessment Team reports that the Provider did not demonstrate that the outcomes of assessment and planning were effectively communicated to the consumer and documented in their care and services plan that is readily available to the consumer at the point where the care and services are provided. Not all consumers could recall having a copy of their care plan. Support staff explained how they receive information through their mobile telephone which varied in detail. Care staff stated that on occasions understanding of consumer’s needs, came from the consumer or representative directly or from familiarity with the consumer built up over the time of service provision.
While the outcomes of assessment and planning are documented in a care and services plan it did not include sufficient information such as risks to consumers and did not always reflect their current needs and services.  The outcomes did not consistently result in clear and detailed care guidance for care staff (see 2(3)(a) and 2(3)(b)). The Assessment Team discussed these deficiencies with management who confirmed that this reflected their understanding of gaps in the assessment and planning processes. The Provider stated that they were implementing a new assessment processes and a client information management system that would make information available in real time to support staff at the point of care
Requirement 2(3)(e)
In relation to requirement 2(3)(e) the Assessment Team reports that the Approved Provider did not demonstrate that care and services are regularly reviewed for effectiveness when incidents occurred that may impact on the consumers.  In some instances, case notes show ongoing monitoring with others involved in care and service delivery however, this was not the case with all consumers.  Management acknowledge deficiencies in the regular review of care and services for both HCP and CHSP, stating that a manual system with numerous registers have been difficult to monitor centrally.
Assessment Team provided feedback to management on deficiencies in the regularity of reviews or demonstrating that care and services are reviewed when circumstances change. Management acknowledged the gaps in the regular review of care and services for both HCP and CHSP, stating that a manual system with numerous registers in place to monitor reviews has been difficult to monitor centrally. 
Within the CHSP, the regular review of care and services has not kept up with the growth of the program. In relation to CHSP service reviews, management confirmed these have not been consistently completed and they are looking for options to review all CHSP consumers either via telephone or face-to-face. Management are developing a central review register to enable effective monitoring of care and service reviews and reassessments.
Section 54-1(d) of the Aged Care Act 1997 creates a legal obligation for an Approved Provider to comply with the Aged Care Quality Standards.  The Guidance and Resources for Providers to support the Aged Care Quality Standards (the Guidance) sights the Organisation Statement for Standard 2 as ‘The Organisation undertakes initial and ongoing assessment and planning for care and services in partnership with the consumer.  Assessments and planning has a focus on optimising health and well-being in accordance with the consumer’s needs, goals and preferences.’  The Guidance articulates the purpose and scope of standard 2 which is part states ‘The plan needs to be regularly reviewed so that changes in a consumer’s health or abilities are picked up. 
The Commonwealth Home Support Programme – Program Manual 2022-2023 states CHSP service providers have an on-going responsibility to monitor and review the services they provide to their clients under the client’s care plan to ensure that the client’s needs are being met. Where the My Aged Care assessor recommends short term or time limited services, service providers should incorporate suitable review points in the client’s care plan or equivalent. Where there is no recommended review date included in the client’s My Aged Care support plan, service providers must undertake a review of services they are delivering at least every 12 months. The outcome of this review is to be recorded on the My Aged Care client record. 
The Home Care Packages Program operational manual at chapter 7.1 states that ‘Providers must undertake initial and ongoing assessment and planning to meet Standard 2 of the Aged Care Quality Standards’. 
Having regard to the Assessment Team’s report, the Provider’s response at the time of the audit, the Provider’s obligations under the Aged Care Act 1997, Commonwealth Home Support Programme – Program Manual 2022-2023, the Home Care Packages Program -and the Guidance, I have reasonable grounds to form the view that the Provider has not complied with requirement 2(3)(a), (b), (d) and (e) for HCP and CHSP consumers.
The Quality Standard for the Commonwealth Home Support Programme services the previous non-compliant requirements 2(3)(a), 2(3)(b), 2(3)(d) and 2(3)(e) have been assessed and are still non-compliant 
The Quality Standard for the Home Care Packages services the previous non-compliant requirements 2(3)(a), 2(3)(b), 2(3)(d) and 2(3)(e) have been assessed and are still non-compliant. 
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