[image: ]
[image: ]
[image: Woman talking to man in wheelchair.]Performance
Report
1800 951 822
Agedcarequality.gov.au
	[bookmark: _Hlk112236758]Name of service:
	Right at Home RightCare

	Service address:
	Level 1, 101 Annerley Road WOOLLOONGABBA QLD 4102

	Commission ID:
	700944

	Home Service Provider:
	HomeCare South Brisbane Pty Ltd

	Activity type:
	Assessment Contact - Desk

	Activity date:
	22 February 2023

	Performance report date:
	23 March 2023


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 Right at Home RightCare (the service) has been prepared by J Zhou, 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]Home Care:
· Right at Home RightCare, 26189, Level 1, 101 Annerley Road, WOOLLOONGABBA QLD 4102
· Right at Home RightCare, 26189, 48b Archer Street, ROCKHAMPTON QLD 4700
· Right at Home RightCare, 26189, 2a/133 Lennox Street, MARYBOROUGH QLD 4650
· Right at Home RightCare, 26189, 10A/94 Delamere Avenue, CURRAMBINE WA 6028
· Right at Home RightCare, 26189, Suite 8, Level 1, 125 Main Street, BLACKTOWN NSW 2148
· Right at Home RightCare, 26189, Glenham Plaza Suite 6, 17 Karp Court, BUNDALL QLD 4217
· Right at Home RightCare, 26189, 5/251 Queen Street, CAMPBELLTOWN NSW 2560
· Right at Home RightCare, 26189, 95B Station Street, PENRITH NSW 2750
· Right at Home RightCare, 26189, Suite 3/43 The Crescent, MIDLAND WA 6056
· Right at Home RightCare, 26189, Shop 1/29 Howard Avenue, DEE WHY NSW 2099
· Right at Home RightCare, 26189, 71 Edit Street, INNISFAIL QLD 4860
· Right at Home RightCare, 26189, 5/457 Esplanade, MANLY QLD 4179
· Right at Home RightCare, 26189, 1B, 20 Hocking Street, WEST END QLD 4101
· Right at Home RightCare, 26189, Suite 2C1, 25-33 Allen Street, WATERLOO NSW 2017
· Right at Home RightCare, 26189, Suite 4A, 36 Wood Street, MACKAY QLD 4740
· Right at Home RightCare, 26189, 69 Hannan Street, KALGOORLIE WA 6430
· Right at Home RightCare, 26189, 3 George Street, MERREDIN WA 6415
· Right at Home RightCare, 26189, Glenham Plaza, Suite 6, 17 Karp Court, BUNDALL QLD 4217
· Right at Home RightCare, 26189, 15/92 Tamar Street, BALLINA NSW 2478
· Right at Home RightCare, 26189, Suite 206, 284 Victoria Avenue, CHATSWOOD NSW 2069
· Right at Home RightCare, 26189, 54 Smith Street, CHARLESTOWN NSW 2290
· Right at Home RightCare, 26189, 54 Smith Street, CHARLESTOWN NSW 2290
· Right at Home RightCare, 26189, 258 Waterworks Road, ASHGROVE QLD 4060
· Right at Home RightCare, 26189, Shop 1/29 Howard Avenue, DEE WHY NSW 2099
· Right at Home RightCare, 26189, 9/24 Parkland Road, OSBORNE PARK WA 6017
· Right at Home RightCare, 26189, Sandgate Arcade, 3/16 Brighton Road, SANDGATE QLD 4017
· Right at Home RightCare, 26189, 13/103 Majors Bay Road, CONCORD NSW 2137
· Right at Home RightCare, 26189, 3/134 Coxs Road, NORTH RYDE NSW 2113
· Right at Home RightCare, 26189, Shop 15, 36 Bryants Road, SHAILER PARK QLD 4128
· Right at Home RightCare, 26189, 39 Howard Road, PADSTOW NSW 2211
· Right at Home RightCare, 26189, Suite 3, 475 Ruthven Street, TOOWOOMBA QLD 4350
· Right at Home RightCare, 26189, Canterbury Place, U7/2 Kern Brothers Drive, KIRWAN QLD 4817
· Right at Home RightCare, 26189, Office 2.09, 1-3 Burbank Place, NORWEST NSW 2153
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 a desktop assessment, review of documents and interviews with staff, consumers/representatives and others.
· the provider’s response to the assessment team’s report received 10 March 2023.
· 

Assessment summary for Home Care Packages (HCP) 
	Standard 1 Consumer dignity and choice
	Not applicable as not all requirements have been assessed

	Standard 2 Ongoing assessment and planning with consumers
	Not applicable as not all requirements have been assessed 

	Standard 3 Personal care and clinical care
	Not applicable as not all requirements have been assessed 

	Standard 8 Organisational governance
	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 1
	Consumer dignity and choice
	HCP

	Requirement 1(3)(e)
	Information provided to each consumer is current, accurate and timely, and communicated in a way that is clear, easy to understand and enables them to exercise choice.
	Compliant 


Findings
Since the Commission’s last Quality Review, provider has demonstrated significant action taken to remedy the deficiencies outlined in the previous Performance Report against this Requirement. The Assessment Team’s findings from their Assessment Contact affirms for me the provider is using a range of different communication tools to ensure information provided to each consumer is current, accurate and timely, and communicated in a way that is clear, easy to understand and enables them to exercise choice.
I find the provider compliant with this Requirement.


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

	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.
	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.
	Compliant 


Findings
2(3)(a) – overturned
The Assessment Team presented one HCP L4 consumer and one HCP L3 consumer as its evidence base for the provider not meeting its assessment and planning obligations across its entire consumer cohort of over 2000 consumers. This alone is not a proportionate gauge of non-compliance especially compared against the Assessment Team’s findings that there were a number of care plans that met the elements of this Requirement. 
With respect to the HCP L4 consumer in question, I find the details contained in that care plan is sufficient for care staff to adequately manage the consumer’s health and well-being. This is demonstrated by the care staff knowing the consumer is light sensitive and in turn, care staff carry out their work in low light to accommodate the consumer’s specific needs. As the provider notes, Right at Home has demonstrated consistency, and not perfection, which is in line with the required outcome. Based on the totality of evidence before me, I would agree with this sentiment. I am satisfied that given the Assessment Team’s findings of the provider actively making continuous improvements to its assessment and care planning processes, the slight discrepancies noted against these HCP consumers can be easily addressed, if not already.
Therefore, I find that on balance, the provider is complying with this Requirement.
2(3)(d) - compliant
I agree with the Assessment Team’s recommendation that 2(3)(d) was compliant based on the evidentiary framework stated in its report. I affirm the finding of compliance against this Requirement. 


Standard 3
	[bookmark: _Hlk106614299]Personal care and clinical care
	HCP

	Requirement 3(3)(b)
	Effective management of high impact or high prevalence risks associated with the care of each consumer.
	Compliant 


Findings
On balance the probabilities, I am not persuaded by the evidence before me that the provider is not effectively managing high-impact or high-relevance risks associated with the care of each consumer.
The Assessment Team pointed to an HCP L3 consumer having experienced significant number of falls in 2022 and some falls already in 2023, however, the veracity of this evidence is in question given the provider contests that such evidence exists. I cannot see evidence that the Assessment Team was able to corroborate their data. Therefore, their finding is not capable of substantiation in the face of the provider having refuted the Assessment Team’s evidence on the basis it is hearsay. On the other hand, the provider submits this consumer had a supervisory visit on 31 January 2023 and notes from the visit states ‘[the consumer] advised that [they] haven’t had any falls since the last visit as [they] does (sic) not do any gardening that's when [they] are (sic) a high risk of falling”.
The Assessment Team pointed to an HCP L4 consumer as evidence of the provider not effectively managing their high-impact, high-prevalence risks because the Assessment Team took issue with the amount of strategies detailed in the assessment and planning documents for this consumer. I agree in principle that detailed strategies are welcomed by care staff, however, there has been no impact detailed by the Assessment Team that suggests this consumer’s care has been negatively affected. Meanwhile, the consumer’s support plan does outline domestic assistance, emergency action plan, personal care hygiene and that assistance is required for transfers and mobilisation. I therefore cannot say the provider is not effectively managing this consumer. Again, I am satisfied that given the Assessment Team’s findings of the provider actively making continuous improvements to its assessment and care planning processes, the slight discrepancies noted against this HCP consumer can be easily addressed, if not already.
I find the provider compliant with this Requirement. 


Standard 8
	Organisational governance
	HCP

	Requirement 8(3)(d)
	Effective risk management systems and practices, including but not limited to the following:
(i) managing high impact or high prevalence risks associated with the care of consumers;
(ii) identifying and responding to abuse and neglect of consumers;
(iii) supporting consumers to live the best life they can
(iv) managing and preventing incidents, including the use of an incident management system.
	Compliant


Findings
The intent of this Requirement is to ensure the provider has a sufficient governance framework to effectively risk manage harm to its consumers.
To that extent, I note the extensive evidence documented by the Assessment Team that complimented the provider on its systemic improvements in this area since the Commission’s last Quality Review.
The Assessment Team’s evidence for non-compliance against this Requirement was based on the above examples which I have overturned.
As such, I find the provider compliant with the intent of this Requirement as it has demonstrated though the roll out of its continuous improvement strategy that it has an effective governance framework to identify and manage risk. I further note the provider’s submission about focusing on a pain point in its franchise model which indicates to me the provider’s active attention on eliminating risk at high levels to ensure all consumers across its national footprint can expect quality care.
I find the provider compliant with this Requirement.
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