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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 EACH Social Activity Centre (the service) has been prepared by M Abjorensen, 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.
Services included in this assessment
[bookmark: HcsServicesFullListWithAddress]CHSP:
· Community and Home Support, 24019, 212 Bay Terrace, WYNNUM QLD 4178

Material relied on
The following information has been considered in preparing the performance report:
· the assessment team’s report for the Assessment Contact - Desk; the Assessment Contact - Desk report was informed by review of documents and interviews with staff, consumers/representatives and others.

Assessment summary for Commonwealth Home Support Programme (CHSP)
	Standard 1 Consumer dignity and choice
	Not Applicable

	Standard 2 Ongoing assessment and planning with consumers
	Not Applicable

	Standard 3 Personal care and clinical care
	Not Applicable

	Standard 4 Services and supports for daily living
	Not Applicable

	Standard 5 Organisation’s service environment
	Not Applicable

	Standard 6 Feedback and complaints
	Not applicable as not all requirements have been assessed 

	Standard 7 Human resources
	Not Applicable

	Standard 8 Organisational governance
	Not Applicable


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
	CHSP

	Requirement 6(3)(a)
	Consumers, their family, friends, carers and others are encouraged and supported to provide feedback and make complaints.
	Not applicable

	Requirement 6(3)(b)
	Consumers are made aware of and have access to advocates, language services and other methods for raising and resolving complaints.
	Compliant 

	Requirement 6(3)(c)
	Appropriate action is taken in response to complaints and an open disclosure process is used when things go wrong.
	Not applicable

	Requirement 6(3)(d)
	Feedback and complaints are reviewed and used to improve the quality of care and services.
	Not applicable


Findings
Through evidence collected by the Assessment Team, the service has demonstrated processes to enhance consumer understanding of external services available for raising complaints, including the use of language services. The Assessment Team has confirmed the correct details for the Commission are provided and whilst promotion of advocacy services was noted to be lacking, the service provided evidence of brochures available in the centre’s reception. 
While the Assessment Team identified inconsistencies from consumers feedback relating to their knowledge of advocacy services and external complaints mechanisms. All 11 consumers, interviewed by the Assessment Team, reported they have not needed to make a complaint, and when prompted, most stated they would feel comfortable to speak with staff should they want to provide feedback or make a complaint. 
Interviews conducted with management demonstrated the service has developed complaints brochures which contain current, and accurate, contact details for external complaints and advocacy services, evidenced through the Assessment Team’s review of the service’s brochure. 
· The brochure contains contact Aged Care Quality and Safety Commission and alternative complaint avenues, including federal and state based ombudsman services.
· This document also advises consumers that language services are available, free and private, however require the consumer to ask staff to obtain further information.
Management advised the Assessment Team the welcome pack, provided to consumers commencing services, contains advocacy and complaints related brochures.
In addition, the welcome pack includes a guide to directs staff to ensure they have explained the materials provided in the welcome pack to ensure the consumer understands the content and can utilise the information as a resource. Management explained how they encourage staff to take their time going through the welcome pack to ensure consumers understand what they are given.
Management advised that approximately 75% of current consumers have received the ‘Delivering Services with Trust and Respect’ brochure during their reassessment process. Management stated they plan for the other 25% of consumers to be reassessed by the end of 2022 with all consumers having updated complaints information by this time. Management explained that this strategy was employed as it gave service staff the opportunity to provide the brochure face to face and engage with each consumer to discuss the complaints process.  
Management discussed future plans to expand on the advocacy service information within the welcome pack and plan to continue developing the service’s information to share appropriate resources with consumers.
In the reception of the service, consumers have access to complaints and feedback brochures, including, evidenced through photographs shared by the service with the Assessment Team.  
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