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Ground Floor, | Farell Place » Canbena
QPG Box 442 » Canbarra ACT 2601

Fax (2 8248 TR28 o Phone 02 6278 0114
Complaints 1300 382 (72

ombudeman @ombudiman,gov.au
www.ombudeman.gov.au

Commonweaith ‘

* OMBUDSMAN

Cur ref. 2004-2156674

f5 March 2005

Mr Tony Windsor MP
Member for New England

PO Box 963 @y Chb' ~

TAMWORTH NSW 2340 > 'S 3

Dear Mr Windsor

Thank you for your personal representationg of 18 February 2005 on behalf of Mr Edward
Saul of PO Box W338, Kempaey NSW 2440 concerning a complaint Mr Saul has made to
my office about actions of the Deparnmant of Health and Ageing. Mr Saul has asked that his
compiaint file be forwarded to a particutar member of my Canbaerra oftice staft, Mr Paul

Bluek, for consideration.

Mr Saul's letter of 18 February 2005 to Mr Bluck, which is attached 10 your personal
reprasentations of the same date, was alsc received directly by my office. | understand that
at ieast two ot my staff have spoken with Mr Saul and expiained arrangements for handling
his complaint,

It may be helpful if | explain briefly how Mr Saul's request has been handled. Tc date, Mr
Saul's complaint has been handled by an investigation officer in the Sydney office. The
investigation is not yet complete and in the temporary absence of the 10 10 whom the case
was aliocated, is being handied by another officer, under the supervision of a senior officer.
My office is always prepared to look at issues raised by a person as to how an investigation
is proceeding, but | would not ordinarily think it appropriate to transfer the file 1o a particular
officer because a request along those lines has been made. | would note 100 that Mr Bluck
is not an investigation cfficer, but is largely responsible for providing legat advice within the
office. It may be that the invastigation officer responsible for Mr Saul's complaint will decide
to seek advice from Mr Bluck before the investigation of the complaint is finalised.

I hope this clarifies the position. H you require more information about my office’s complaint
handfing arrangements, Ms Katherine Campbell in my Canberra office wouid be happy 10
assist. She can be contacted on 02 6276 0111 or by email at

katherine.campbell @ ombudsman.gov.au.

Urs sincerely

/-w
\\W~.. ™, - e

of. John McMillah
ommonwealh Ombudsman

Detence Force Ombudsman » Taxaton Ombudsman
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Shop 5
" TONY WINDSOR B.Ec. MP o Peal Straet
INDEPENDENT TAMWORTH NSW 2340

FEDERAL MEMBER FOR NEW ENGLAND
All Maii: PO Box 9623

TAMWORTH NGW 2340

PFhone: 02 G761 3080

Yoil Fres: 1300 301 838

Fax; 02 6761 3380
PARLIAMENT OF ALISTRALIA a-rnmil: Tony Windsor MP @ aph.gov.au

HOUSE OF REPRESENTATIVES Wsb Page: wwwlonywindsor.com.au

1 March 2005 @,a(

Mr Edward Saul [o

Dear Mr Saul

" Thank you for your fax message of 21 Fehruary, 2003 in which you requested that 1 refer your
concems regarding Haddington Nursing Home, the treatment of your mother and related matters
10 the Minister for Health and Ageing, the Hon Tony Abbott, MP.

I have written 10 Mr Abbott enclosing copies of my representations on your behalf to the Minister
for Ageing, the Hon Julie Bishop, MP. and various officers within the Department of Health and
Ageing.

- [ have advised the Minister that your primary concemns refate 1o

.~ @ the reatment of your mother whilst she was a resident at Haddington Nursing Home;
~ @ the Management Committee of Haddington Nursing Home and the difficulties you
~ experienced obtaining details of the Coramitiee’s membership;
e Nursing home licensing standards,
¢ the Aged Care Complaints Resolution Scheme process;
% the need for random inspections of nursing homes;
~"# your call for a review of Aged Care Assessment Teams; and
- the need for additional nursing staff with improved salaries and conditions at nursing
homes.

I have asked the Minister for his consideration of the concerns you have raised and for his
COMUMONtS.

As soon as [ have received a reply from Mr Abbott 1 will be in touch with you again.

Yours sincerely
Wz’“
ony Windsor MP

Member for New England W‘ﬁ’ mp {/
tw.it ‘ \i
\\4 /al

wre Relmel 401*-/;«-:”3 M P
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Shop 5
259 Peol Strest
TAMWORTH NSW 2340

Ali Maii: PO Box 263
TAMWORTH NSwW 2340

Phone: 02 8761 3080

Tolt Frea: 1300 301 839

Fax: 02 8761 3360
PARLIAMENT OF AUSTRALIA e-mali: Tony.Wingdsor.MP @ aph.gov.au

HOUSE OF REPRESENTATIVES Web Page: www.tonywindsor.com.au

TONY WINDSOR B.Ec. MP

INDEPENDENT
FEDERAL MEMBER FOR NEW ENGLANMD

15 March 2005

Mr Edward Saul

Dear Mr Saul

Th;_mk you for your fax message of 14 March, 2005, further to previous correspondence, in
which you raised additional concerns relating to the level of care provided by nursing homes
and also reiterated your calls for random checks on nursing homes and for the operations ot
these facilities to be reviewed.

'{ have again written to the Minister for Health and Agcing, the Hon Tony Abbott, MP, asking
if the additional concerns and points you have raised could be considered in conjunction with
my earlier representations and for his advices.

When 1 have received a reply from the Minister I will be in touch with you agan.

Yours sincerely

Lny Al

Tony Windsor MP
Member for New England

tw.it
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TONY WINDSOR B.Ec. MP

[

B b

Mar. 31 28ES

Shop 5
258 Peel Street

INDEPENDENT TAMWORTH NSW 2340
FEDERAL MEMEER FOR NEW ENGLAND

All Mall: PO Box 963

TAMWORTH NSW 2340

Phone; 02 6761 3080

Tali Free: 1300 301 839

Fax: 02 8761 A380

PARLIAMENT OF AUSTRALIA e-mail: Toriy, Windsor.MP @ aph.gov.au

HOUSE OF REPRESENTATIVES Wob Pags:  www.10nywindgsorcom.au

21 March 2005

Mr Edward Saul

Dear MrRaul g M"

Thank you for your fax méssage of 21 March, 2005 in whichyou requested a Topyof the
accreditations and standards policy governing nursing homes relating to the lifting of
residents, particularly where assistance is required by relatives to help residents in and out of
vehicles.

As requested, | have written to Mr Paul Taranto, Manager, Aged Care Branch, NSW State
Oftfice, Department of Health and Ageing, asking for his consideration of your request and
for his advices.

Thank you also for sending me a copy of your fax message of 16 March, 2005 addressed to
the Minister for Health and Agcing, the Hon Tony Abbott, MP, regarding your calls for a
complete check on all government funded nursing home facilities to establish that staff have
proper lifting machines and for random checks to be made to ensure this equipment is being
used. I have also noted the contents of your letter of the same date to the Executive Director
of the Council on the Ageing regarding this matter,

I have again written to Mr Abbott asking for his consideration of your requests and for his
comments in due course.

Thank you also for your advice that you have referred your concems relating to nursing
homes to the Senate Finance and Public Admunistration Committee. Your advice regarding
your action is appreciated and | have noted your comments.

Finally, thank you for you fax message of 21 March, 2005 regarding comments by
Commonwealth Carelink Centre represenfatives who have oxpressed support for my
representations in relation to the issues you have raised. Once again, your comments and
advices regarding this matter are appreciated.

As soon as | receive responses from Mr Taranto and Mr Abbott I wilf be in touch with you
again.

Yours sincerely

Tony Windsor MP

Member for New England

tw 1t
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PARLIAMENT OF NEW SOUTH WALES
LEGISLATIVE ASSEMBLY

RICHARD TORBAY, M.P.
INDEPENDENT
MEMBER FOR NORTHERN TABLELANDS

Py
e T L

Pleasc quote:
js:sau

21 March 2005

Mr Edward Saul

Dear Mr Sa@

[ write in acknowledgement of your letter dated 16 March 2005, in regards to Disabled Aged
Care Facilities.

As requested I have made representations to the Minister for Community Services, the Hon
Reba Meagher, seeking a response to your questions.

I will writc again as soon as I have received a response from the Minister’s office.

Yours sip

RICHARD TORBAY, MP
Member for Northern Tablelands

s *
_\)K{\ > o

| 5 '
SNSQ SRS oV

Eleciarale Office. Suite 1, 175 Rusden Street (PO Box 77), Armicais NSW 23580 Phone: (02) 6772 5552 Fax: {02) 8772 5026
E.mail richard torbay@parliament.nsw.gov.au

Parliament Hause: Sydney NSW 2000 Phone: (02} 9230 2417

Y
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Anstraiian Government
Department of Health and Ageing

Mr E Sgu)

Dear Mr Saut
1 write in response to your letter of 21 March 2008, received by facsimile on the samic date.

in your letter, you have sought advice as to whether the aged care provider of Port Macquane
Gardens Nursing Centre iz requuired to provide assistance for your moother to get in and out of

a vehicle 1 enable her to enjoy outings away Fom the bome, un sctivity [ note you advisc she
looks forward to.

As you are aware, the legislative framework for the aged care reforms, legisiated in 1997, 15
the Aged Care Aet 1997, This Act sets out the responsibilities of an approved provider, in
respact to their responsibilities 10 ensure that the care needs for residents residing at the home
are raaintainad.

Accreditation standasds have been developad under the At that cover the fusll range of care
outcomes for residents. These standards, a copy of which ; have included for your
information, include that residents are assisted to maintain optimarn levels of mobility and
dextenty, and assisted to achieve maximum independence, maintain friendships and 1o
participate in the life of the comununity within and outside the home should they so chvose w
do s0. This would include suitable and appropriate transport anxangements for those residents
with such asaeseed ocare needs who require trangportation,

As you are awure, the Aged Cere Standards and Accreditation Agency (the Agency) the
independent body established by the Australian Govemment specifically to work with the
industry to manage the accreditation process and to monitor their efforts to provide bettes
standnrds of care for all recipienty

Within the accreditgtion standards, approved providers are also required to be mindiul of
regulatory requirements, other than the Aged Care Act 1997, that are applicable to aged care
homes ax the Australian, State and Loca] Government ievels. As you indicate in vour letier,
occupational health and safety responsibilities arc onc example of such regulatory
réqiuiraments, and the approved provider also has s responsibility to ensure the safety and
well-being of residents and starf.

Whilst the acoreditation standards ser cut the stanéards which the approved provider must
comply with, they do not do prescribe the specifie action that the provider must take in all
situations. The critical issue is that a resident’s needs are effectively met and delivered in a
way that enhances a resident’s dignity and rights in s safe and comfortable living
environment. Accraditation involves The management and staff of each service analysing the

New South Wales State Managar's Office GPO Box 8848 Sydney NSW 2001
Telephone: (02) 5263 3500 Fax: (02) 0263 3600 ABN 33 808 426 75U

PiLe
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way the service operates, to sngure that its ocganisstion systeras regpond to its changing needs
in a way that results in continuous guality improvemenis. The Australion Government's
expoctation is that each residential oare service will do what is necessary to meel the needs of
its residents.

In addition to the accreditation standards, aged care homes must also meet the requirements
of the Aged Care Act 1997 (the Act) and the Principles made under the Act 1o respect 1o the
Cflé#fﬁtd Care and Secvices, mmads o deethe Pl af{'auﬂ l?m‘u«:i‘nlﬁ:_lﬁw'tk#

Principles). Please find aitached a copy of these Specified Care and Services.

I encourage you to discuss this mufier with the Director of Nursing a1 Port Macquarie
Gardens Nursing Centre in the first insiance, to ensure that an appropriate and sgreed
approach may be identified 1o assist your mother to successfully continue to maintun 4ad
enjoy her outings, in 4 manner that ensures safery for your mother and staff, I would suggest
that all parties will need to consider your mother’s assessed care needs in arder to identify the
most suitable and appropriate ransport arrangements 10 meet ber needs.

If this approach is unsuccessful, you may oontact the Aged Care Complaints Resolution
Scheme, who can be contacted on 1800 550 5352 (free call), to ensure that your concerns are
appropridtely addressed.

In addition to the information regarding the accreditation standards and specified care and
services that 1 have attached to this letter, further information regarding the accreditation
standards is available on the Agency’s website, af;

hip:/www seareditation aupt.com/index him)

Further informnation conceming the specified care and services can be found at:

http/Awww health. gov.au/internet/ wems/Pubhishing nsf/Content/apeing-uanuals-rein-

soplents-L.2aeEibim

I trust this is of assistance.
Yours sincerely

Sue Kermr
State Manager

C}% March 2005
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grificals wiued by the Vigloriar Cororer's office. Afice Woolkook died from /3
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o Ir A hospita bed afer The incident’, meaning ‘pusted, pushed, so ’ f -
G eerman.
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For the love of Alice 11082004

Her familv want fustice. They are devasiated by the loss of ar slderly maother, Alice Wooleock, ina
nursing home 4€, and now othery are coming forward with naw clains. 4 special inmvestiganion
into the scandals rocking the aged-care indusory. By uliesdnne Dovies

Herb Woplcock has a pholagrash of his wife Alice, taken st after he returned from the war. Sixty years
a0, e ressuras it more than ever, Mare, e wouid say, than his own depleted life. which i the eight
moning since his wite's daath has come 10 seem pointiess. Herb is wading to die. Bulin the maantime
Ine imane of Alce sustains him He catries i with him from room 2 f00MM a3 he maves arcund his
Malhouing home, When he goes 16 Ded 2t might, the pnoiograph 18 Tucked in next te bim on the sids
whare Alict used Yo be. Fol a e ba was emiaraased sboul ¢ 11 2ot anymore When 83-year-old
Het stays overnight with one of hig three anildren, Alice comas oo ris daunniers frd their mother
srbing op althem when they pull 2ack the Blankets lo make the [

*It's noy peculiar when you think zscul £, iU's just grief.” says e eigest daughter, Marion Hurt.

Bt 1is family's griet s drenched it biternass. Although Alice Waricock was nearly 90 when she died,
thay belave she should sl be herg

sgoorting 1o e degth certifcate ssued Dy tha Vicorian Garoners oae. Alce Woolcock gied from
“zardiac and renal faifure Drecipiialed by rauma’. The “lrauma’ acourred in the Cheises Private Nursing
Homz in outar Melbourna where Alice had been living up untit her death last Novemnber According to
the home's incident repor obtained By The Bulietin, Alice was pulied ou1 of ner bed by another femais
resdent, then kicked and hit while she iay o0 the floor. She was tawen o Franksion Hospital wherg

ooiors diagrossd & broken hip and arm. Ovar the noxt [Nnght Aline sngerwent surgery but her
condition deteriorated and she died,

“Fll never lorgat seeing Mum fying s 8 POspital bed afior the InGitent, magning ‘pushed. pushed, so

srusl, 30 sruel’” savs daughler Jil O'Gorman.

The coroner is now investiasting Alica's geath. Her tamily is stif bewildesa a1 how badly Alice was &1
down oy ner country’s health end zged-cara systam. And, they wender, 7 this can happen 1@ them, then
what glze goes unieported inside the nation’s nursing homes?

Ramamber 19877 Judi Moyian was minister and il was ter ;00 10 Qverses a massive overnaul of
Ausiralia’s aged-care system. That was the year the government Ined in vain 13 CoNVIncg Augiralians
they should pay an accommadation bord (ratsad by seliing the fa=ly home) to secure 3 bed in a
autsing home. As an idea, it wes political suicide and T was eventusily dumped.

In 2000, motg significantly. came the notorious kerosene baths epsode st Riverside nursing Pome in
Melbourne, where 57 frait and eiderly resigents were given baths iased with kerosene &$ a ciude
treatment for 2 suspected skin rash, i

Althpugh worse things have been done to the clgertly in the name of rare”, a thimpigfid of karosene
cata ta reprasen! our wors! fears aboul surrenganing w e o 3 “home”

I the ntarvening years, the Howard governmant and the nursing home ndustry have worked 1o
racapture the public's broken ust. They argue, with some conviction. that the sged-tare indusiry has
firally reformed. Homres are now subiect to raguyrar monitoring, mary of the dilamoated freiraps of the
past 30 years have bean replaced with ‘purpese-built” facikties, and more manay has bean spent
42.2bn in extra funding was announced in the les! budget). A Senata nquiry 15 under way fo tesf these
assertions, nolitically driven by Labor in 35 effor] 10 Ity 1o reignite pudlis conckin A an ares not deemead
sy

Yet boit: sides of paitics know (a1 :n &n election year. aged care can suddanty rear as g red-bution
msue. A you need i another thimbistul of kerosene. Or werse.

AR invesligation by The Bulistic has uncovered widespraad alegations that ine mgnifaring and
zooreditation systern of Austzalian nursing homes is & sham, open 10 3buse by propriators who receive
up to three months” notice before an inspection,

Staff working ic aged-care fecilities have describec instances of the mansgerent al 1STes lafsiying
medisalior gnd patient records. and lemporanly “aming up’ fciites and miring #xita sizff for days when

inspectors Viclt shes 1o delerming whether 3 home will qualify for funtirg

Dne nume whe wotks in 8 home in outer Melbourne, ang who spoks on the condilion of anorymily, 01d
of being directed ta “ix" up the documentation in the weeks fBading Up 1@ scoreddation. “We had to
backgate CAte plans, creste an activiies program [becsuse there wasn'! cnej on paper at jeast, sowe
drew up Taise fosters and ersfts and hobbies that Nag never happaned. They were especially worvied
about pain management and palliztive 2are becavse there is virtually none We had to search through
ihe fet 1o find & paliart who had hed = ‘zood death’ 1o dlusiate tial we practized good patliative care”
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A nersonal cars alendant who works in ancthar ome, says 7 is antrs linen proughtin and the
kisshaen is brought up ' seraich [bafare ah inspection]. They pay o statf fo s1ay back and do ovenime
and 's afl 3 mad panic, When the inspectors are ¢ft the fioor ez are Suira sralt working.

Even so. a5 3 configential report by the Degartment of Health ang Againg o!:lséneg by The Bullatin
snows, aimpst 10% of nomes inspestsd betwaen 2001 and the end of fast yoar faited tn mast ail of e

required standards, and 113 arcund the country fafled lo r=ach atenuata standards for madicalicn
rmanagement.
ne ot & syalem whinh has, at ity cenre. a

What happened 1o Allte Woolgock may just be sympIomaic o
dispasnonste, burgsulratiz heart.

Fasm he momant ancther female reczident walked into Adce’s 1o just before 5.20pm on Dcetober 25
fast year - something that should never have Nappenad ~ fighi up 1o the sigming by A hosglat doctor of
a desth certificata that stated Afice had Fiad Irom preumena hal was laler changed Dy he coronar,
nothing went the Wooleoe family's way,

in e stalement 1o oolice 3 week afer her mother's “incident”. Algs § youngest chilg Jilt O'Gorman said

she was first totd by the nursing home that ner mather had falfen o0l of bed. °| accepted that,” she says

Bt when she want 16 the home the day aRer the allsged fall. she was toid angther slory “Tha guty
nurse Carne o speak o us and again staled thal mum had simply ‘allen ool of bad, Hallway through e
copversaton . rother nurse entered the room and inlerupted oo conversation and stated that .. we
should b told the k" Ancthe; resident, they ware 10¢. had atlacked her mother.

| was shockae and upsel at being fed 1o by 1he first nurge anc roi taving bedn told the rulh rom the
start,” Q'Gorman told pofics in her statement.

Rob Smuth. genarai manager of Enhanced Aged Care, wheh runs Creisaa Private. toid Tha Sulistn he
could not comment on the case: ™ dant know much about 1 2thes than o say hat (alls occur @very day

in mrging homes.”

Not good enougr, says Bill Hunt, Alice Woolcask's sor-n«aw Wa sxpected the very best for mum bt
P we kart being et down at avery lurn.” Munt is from that generaticn of Australian men who St Cal i
mothera-in-law “mum® and mean it He adrils thal he'a notorious wibun ne family fof Speaking fig mind,
but the day he lound Alize lying haipioss and naked or her suraing home bed. her ¢olostomy bag
wranched frorm #5 tube and 12 contents spiit over her bady and Seg he ran aut of words. 1 was
Maibouras Cup day, and Alice was back a1 lhe home afler baing dsonarged from kospiat against her

family's wishas,

Biil Bunt was on hiz way home from work and had dropped in to 368 ner | spoTied her well tefore ! gal

i her room pecause the curlsing around her ded weare ppen and hafe $Né Was in a mass.”

Me save ha immediately aladtad the mursing w1aff, whe claimed 1o nave checkad Alice jus) a faew minutes
agrier, He laft them 1o ciaan her and waited in the visiters’ founga walching sumbly as Makybe Diva
romped home in the cup, By the time he arnvad home he was weemng. The family wara distraught and

somnt the rest of the svaning attempling 1o 3peak to someene at Ghelsed Privats but ey say the phore
B had tasically exaggerated, that

rang cut. “When we went down thare the next day we werg lo'd 12l gl
mum's nightie had simply bean pulied up a bit” says Bob Hunt's wife Marnon

Forine Frst ime, Allce's family begean 'o wonder about the care 3he had been receiving for he pEst 18
menthz, "Dad used 1 grumbie a Bit complaining that thers wers never ancugh nursas areund, hal
mutm was laft to fond for hersslf loo mych bulwe alwavs dafended the tome. Bul this shanged

everything,” says Hunt

The wWoalcack Famnby Mad every reasen lo have faith o Chelses Prvae decavse the Aged Care
Standards ang Accraditation Agency had just approved its accraditaion o the next wo years.

A routing accreditation inspection 1 September — a menlh befere Adcg's “incident” found the home
somglied with 42 out of the 44 stangards by which hames are asszssed, Bul (he home had falled to
camply with e al-imgontant heHavioursl management standard. The audil team said in i&s report that it
nad absarved residents wandering into other regsidents’ roams and ihat soma2 hag complzined this also
seourred at night. One resident told the team that angther resicznt had threataned hun physically.
Maragement had fsiied 1o address reguests 10r exira 3124 and segregation of resdents with challenging
pengviour, the report said, A recommandation was made by the agency 1o the Depastment of Mealth snd
Ageing that there should be two “conlacts” with the home, incluging one visi, over the next wo years.

But three weeks after Alice’s “incident’, the Department of Health sai¢ there was a serious risk lo the
haalth and safety of residents and sanctions wers impesed on he "oma As a resull, Anather Inspection
was caried oul and assessors same up with very different conciusions, This ime tha home filed 15 of

the 44 standards.
HMow could 5o much have changed and so dramaticaly. in just two monthis?
1t geesn't bear ratonal analysis.” says manages Rob Smith, "Mayte (ney wanted lo make 3n examphe

out of us but it's a itlle ke hitirg 3 pimpie with a sledgghammer. | nEve io say | have never

. o D N i R ok e P A L R N e af lok malia ] L P A Y u W o
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eroounterad 4 SYSIGM N2t S 57 parsecttony and Inconsistent.”

Chelsea Privale wasg reassessed in June and passed every ong of ihe M‘ slandaras, Buttheirs is ?ct an
isoialed example of such inconsistency, Consider 1he Vincenpau Hostel in Melmumq granted th seh
years' gecreditation in November 20062 after passing all ¢4 slandards of caee, A year iater, foilowing ¢ e;
agsath of & patien! who was given the wreng madicalion, another Ingpection @am auditag the hostet an

found 1 1o be in breaeh of 13 standards, finding that

& A rasent's family member repeatedly fushea hes athser with Co;a—C?tg.
® None of the personal care staff had been sisessed for campetency in relation 19 Sfifﬁ* anig
management Thare had bezn a number of Inslances. tha audilars noled, whars sliner wiorg

medications or incored] dosages had been given

was srorediad in January 2003 siler

Anather home, Albury Privale Nursing Home, i southern NBW
f ryine slangards of care.

passing ail 44 standards only to e found iy manths later to £e s breach ©

kineon whose mether died afier sulfenng head injuries foliowing an

None of this surprises Val Wil i Owil )
for the Azed in rural Victoria. A coronial inquest in

assslil by a maie rasigant 81 the Bethighem Home
Jure lgurd no 8Ll with the Bethlehsm homa,

Wilkinson, whe is unhappy with that finding, was the persan wihc managed momentasily in the 200% .
slestion campaign 1o $hift the nation's gsze away rom Tamna She ook out 3 ful-page adveftisemant in
The Age newspaner ang in an open lettar 10 Prnme Mimisler Jorr Howard wrote: “My frail 81.year-oid
mothers SeSTh from Lram injuties sustained in ong of Australia's ‘ederally accredited sged-care
ingtilutions s a national disprace.” The graphic photographs of her mother Mary's battered bogy caused

a siorm 2f projest,

other's 2eath, Vai nad writles 1T 1he homs warning agout her mothars

in the monins lesding up 1o herm
il resigents with others who

salery, about nurses exposed lo vickent bahaviour and aboudt tha mung of
weiB a33ressive

In Optober 2063, in & lefier o the shet executive of Marny Heallh ano Aged Gare. which runs the
Bsirighem home, Val Wilkingon desailed her concems. Arrving 2t the homa ana cay, she sBw a man
leaning on har mother with biz pants down and his Nands or hel UPDE! Dody

“She was terifisd. | immedistely inlervenad and managed 10 9=t His nands of my motiner by letting him
put them an me.* she wrote in g letter later read as evidence in the coronial inquest. " have often
worndered if the aooreditation leams who inspecied the homa afler my mother died were aver shown
copies of any of my fsttars?”

The ietier slosed with 3 request for an investigation "o gnsure no regic prevaniabis incigents ooour”. A
vear later, Mary Wilkinson was gead. What Val Wilkingon cacnul iaihom is how al ihs asme lime she
wos relang sericus queshons sbous the satety of residen!s af Eatnizhem, the ancreditation agency

inapactad the home and found il 1© be compliant.

“In October 2006 and after my rmother dizd.in Oclober 2007, the 538nty determined the care provided to

my molher was reassnable and In some areas better then reasonatie,” she saye. "This despile

dozumentsd avigence in the homa's own resors fof my mother that showed she had beer assauited

twice, the last ona causing the fatal injury and firther, that she'd had 26 falls = the majority of these

whes sha was 'found on the giound’ 5o they occurred when she was not supsrvises.”

Three yaars on Val Wikinsor wongers whether she wasted ner money ~ it cosi her more than 530,000
for the advertisement - bacause shg says nothing has changsd,

Corener P} Byrne said: “Whilst § find some aspects of masagement were 6! opimal [ am no!
enavincad teking a realistic view, those idented deficiencles caussg Mrs Wikinson's death.” He found
i "beyond contention” that Mary's geath was dirsctly relzled 10 e injuries receivad on Gelober 18,
2001, when shé was pushen aver,

i now u 1o Snother coronat (0 decide what happened the mght Aice Woolcogk was inured but,
assorgting to the family, poiice have been 'oid by the nursing bomsa the intprmaton conlaingd in the
meident teport is wrena. Instead, they hava beer tohs that Afice was npt dragged fram hef bed but got
out Rerself and fell after anather resident came inle hat rodm.

“Murm wias nol alflowsd a digrified death, not by the nursing horme 51 by ihe hospital where she died,”
52y doughter Jill O'Gorman. “Right at the and she developed a crest infacticn and we had to batlie
with dpclors to prevent tham giving ner antibiotics. They igneres us imbially a0 INGre was poar sum,
koaked up to » drip Being fed these drugs and she was #ying and ey ust weuldnt izt her 20.

“My laslimage of my mum wes being zipped Into A body bay (0 be Tanspored 1o e SHICners office far
2 pogt-monem. | didn't even understand that post moartem meant &.,:0psy. | jusi Gant helave thgl my

s ife ended ke that and 11 never gat over that Iagt sighl of her ! was something | should never
nave had {0 have seen.”

La averwheiming message from those who wotk in Ihe aged-carg ngustry s thal the monitoring
sysiem is baing cxploiled. Wilness siatements collected by the Heailh Services Union of Auslralia,
which have been included in s submizsion 10 e Senae mariry. baar 8 common herma. One of e
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siarkeel examples ts provided by 2 parsonal care atendant who hus worked 213 Tasmanian nursing

homa for 14 YERIs.

ng over eagh other 43 the steffing evels fend to 4o

staff not to 8o this and not i da that while the
neing dona before.”

“ fingd that when it iz ime for accreditation, one is faidi

up ... and manapement are going around instructing ,
inspacioTs are here,' he says. "Afler the accreditation 1s over, itis back te whal was

But speak 1o anyone ~ whelher they are 2 nursing home awner, 3 hurse, 8 doglur, a persondl card
sttendart, or resident’s family member — and they will 2lso tell you about @ system that post-Riverside
an its kerosena baths, has become obsessed with process. They sff complain abaut an ingpestion

sy slemm \nat is drowning in paperwork and, according 1o stafl comes af the expanse of pldery paopies
care. The nutging kome operalnrs won' concede ol point, but they do say the nead fur documenation

is cogtly and often repetitve.

“Riverside created & s€3 change i how [he Aged Care Standarcs and Accreditation Agency pehaved,”
s=vs Richardg Gray from Catholic Haallh Care Australia, the nation's largest aged-care pravider. ‘%t
pename mare pokceman-like and needad o be seen 1o be finding tault.”

Or 5% 2 veleran sged-care nAUsy ingider who is coriractad 10 smnduct sudils 1ar the agendcy puts it
‘They are very kaoh on you Supplying repads of homes thal ars gone in 1 correct 'ont and typeface
2nd where ail the Boxes have been Loked. Whether they are as concamed shout the care ot the ground
i3 another thing. As lohg as il jooxs gocd 00 faper, N0 ohe Can aocuse them of Aot doing thalr job "

See also, "Mow aged care Is falling gpan”

Cars 16 comment?

Leners shouid 56 no longer Man 306 words and sent {6 DatislineteraZacy comay, Do not use
atschments. include g daytime phone number, subord and state i vou want your [aiter o be
sansidered for publication, Leters may be edited for langth and tiasly.

Care to commernt?

Letars shouid Be no longerthan 200 words pnd 8811500 sulsliniglernGacy soni . Do not usa
attachments, bul do include a daytime phone aumber, suburt; and state i You want your levler 1o be
cohsidered for publication. Letters may be edited for ignath and clarity.

Towgrog by edDeen ™
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12.1 Introduction

scirthred Barvaan

1331 Specified Cove and Services (previvusiy Knowa as Pr

The Commonwealth funds all aged care homes to provide the specified care and services set out In Schedule 1
of the Quality of Care Principles 1997, This care and these services must be provided at no additional cost to
residents, They are set out in the tables below along with a legisiative/poelicy Interpretation which has been
developed in response to a wide range of enquiries from providers, residents and their refatives.

It Is important to recognise the list of services set out In Schedule 1 of the Quality of Care Principles 1997 is not
exhaustive, as it would be difficult to cover the range of care/services that could be available under each item,
Due to the unique requirements of residents and the range of care options available for their care needs,
professional judgements are essential, as are policies for support and guldance.

A high standard of care and services must be provided to all residents in accordance with the Accreditation
Standards that are currently set out in Schedule Z of the Quality of Care Principies. The rights and dignity of
older peopie must be respected and the care provided must be commensurate with the care needs of older

people.

It is expected that the care plan for residents will be worked out ir consultation with health care professionals
and that there will be a range of ways in which residents’ care needs can be met. Whiie the Commonwealth
funds service providers to provide specifled care and services, providers are free (¢ choose the way and the
means by which residents’ care needs are met. The inclusion of a resident and/ar his/hier relatives or guardian
{s) In the consultation process wiil ensure they are informed, and it may assist them to understand the range of

ways in which this care can be providead.
Tonporiont iSsues o nota!
It is tmportant to note that the Schedule of specified care and services has three components:

e Schedule 1, Parts 1 and 2, relates to all resldents in an aged care home;
» Schedule 1, Part 2, while refating to all residents, more specifically refates to residents requiring low

care; and

http://www.health.gov.au/internet/ wems/Publishing.ns{/Content/ageing-manuals-rem-...  22/03/2005
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¢ Schedule 1, Part 3 relates to residents requiring high care. This Is irrespective of whether residents are
being carad for in homes that mainly care for low care need residents or mainly for high care residents.

Schediuie 1, Parts 1 and 2, state that the specified care and services must "be provided to atl residents who
need them™. This means that these items/services must be supplied by all service providers unless a
resident specifically wishes to Bring into the service their own choice of such items and has decided,
with no direct or implied pressure, to do so. Facilities are expected to supply equipment that is of a suitable
standard and quality 10 meet the individual resident’s care needs,

$E.0.7 Adeainstration Cherges
As administration Is one of the specified care and services, residents may not be charged an additional fee for

the administration of accommodation payments or for any other administrative rask associated with the
management of the aged care homa, This includes, for example, pltacement on walting lists and storage fees.

12.2 Legisiatioa

The Specified Care and Services are set oul in Schedule 1 of the Quality of Care Principles 1997, Section 54-1 of
the Aged Care Act 1997 requires that the care and services specified in the Schedule must be provided to
residents. Not to provide any of these services constitutes a breach of Secrfon 65-1 (a) of the Act.

o of prage

12.3 List of Speciflc Care and Services

g e wodvios

Note: Legisiation s In ftalics, 'Faclities’, 'aged care homes', 'homes* and 'services' are used interchangeably
throughout this chapter.

Pavi L0 Hoted Roreloos - 0 58 provicled For aff oo entn Wi el v
item Includes, Unless
Otherwise Stated:
= = e oY o e e
1.1 Administration General operation of

the residential care
service, including
resident
documentation,

This item precludes
the charging of
administration
and/or booking fees
for all residents
axcept where a
resident enters
respite care, see
Lo 10400 of
this manual for
further Information
about these fees,

Charges for
registration for
placement on
waiting Hsts and
management of
accounts for
residents are also
preciuded,

Adequately
rmaintained buildings

1.2 Maintenance of all buildings and grounds

http://www.heal&l.gov.au/intemctfwcmsfPuinshing.nsf/Content/ageina«manua!s-rcm~,,, M N005
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! and grounds. }

1.3 Accommodation Litilities such a5
éf(i‘(:tf”fcfif_y ane water.

1.4 Furnizshings Bed:s:‘dg lockers,
chairs with arms,

containers for
parsonaf laundry,
dining, lounge and
recreational
furnishings,
drawscreens (for
shared rooms),
resident wardrobe
space, towel rails.
Exciudes furnishings
a resident chocses
to provide,

The words "o be
provided for alt
residents who need
them" does not
mean if the
resident cannot
provide them.
Aged care homes
are required to
supply these items,
unless a resident
specifically wishes to
bring their own
items with them.
Mot to provide these
items constitutes a
breach of the Act.

— it

1.5 Bedding Beds and

mattresses, hed
finen, hlankets and
absorbent or
waterprool sheeting.

|

}Aged care homes
jare required to
supply these items,
unless a resident
specifically wishes to
bring their cwn
litems with them.

i Not te provide these
pitems constitutes a
{breach of the Act.

W e
1.5. Cleaning servites, goods and facilities

Cleanliness and
tidiness of the entire
1.rez'sfdeswn'}s}r! care
service.
nExciudes: a
resident's personal
larea if the resident
chooses and s able
to maintaln it

‘_ [|himseif or herself,
e E—— e L e C———r A PR e p -
1.7. Waste disposal Igfézn?ésgzsdaf of
linorganic waste
_ li{_z_?‘-azeria!_

L WH_MM%QV

L. y laundry
1.8 General laundry |facilities and
lzservices, and

tp: (W hea}th.gov.aufimemet/wcms/Pubiishing.nsf/Contem/ageing-manuals-rcm—... 22/03/20035
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[personal laundry
services, inciuding
laundering of
clathing that can be
machine washed.

Excludes: cleaning
of clothing requiring
dry clearing or
another speciat
cleaning process,
and personal laundry
Hf & resident chooses
and is able to do this
]f irmseff or herself,
]
i;‘Genm-aJ laundry
ifacilities and
'fewir.es includes
\[wa¢hir3g and irgning
swhare required.

Iﬁiafh towels, face
washers, soap and
.tcm'et paper.

1.9 Toiletry goods

f

Not to provide these
(*nLems constitutes a
breac:h of the Act,

1.10 Meals and refreshments L Meals of
}r adequate
i variety,
i

quality and
quantity for
i each resident,
4 served each
iz day at times
1 generally
; acceptable to
i both residents
i and
L Management,
and ganerally
I consisting of 3
¥ meals per day
i plus morning
i; tea, afternoon
“ tea and
supper;
o 2. Specal
. dictary
;g requirements,
iy having regard
i to either
L miedical need
or religious or
i cuftural
glsarvance,
)f 3, Fucd,
h including fruit
H of adequate
;; variety,
i
i
|

it quality and

! guantity, and
non-aicoholic
beverages,
including fruit
i Juice.

! .

i‘;Aged care homes are

hup://www health.gov.awintermet/wems/Publishing nsf/(,ontent/agemg-mammle, em.  MYNINONR
BPd  WdZT:80 SBEE TC CJel ©OPIN XHA




V2. mpecitied Care and Services rage > or o

ilexpecced to provide
Hvegetarian, kosher,
Iihatal, ethnic food
flete, if required by
the indlvidual.

encourage residents
to take part iny social
vactivities that
i?m‘cmow and protect
Ltheir dignity, and to

itake part in
licormnmunity fife
loutside the
iiresidential care
jservice,

- I
1.11 Resident social activitles I%Programs to
|
i
i1
i

#This care and service
dtem s considered
[igssential for the
ngeneral health and
l'waltbeing of
|§res‘zdents.

ipged care homes
are expected to
jliaise with residents
.and reiatives so they
Jean provide
ractivities that
frasidents enjoy.
;:Wh‘ﬁe residents may
lichoose not to be
if%nvolvec} in social
llactivities, homes
‘;r.hould discuss the
sreasons {or nan-
participation with a
Crasident and their
;ff'amiiy.

;
i
i
i

T g
—— ————

1.12 Emargency assistance

’1

(Al feast one
presponsible person is
jrontinucusly on call
cand in reasonable
Fproximity to render
LEnIergerny
SABEISIAnce.

LT is reasonaible that
this person has
Jeurrent first aid
{Etraining of a
itstandard suited to
[1he type of resident
Hin their care.

4

e Dlasrte i e

rop of page

page currency, Latest update:; 22 September, 2004

http://www.health gov.au/imemet/wcms/i’ublishing-“Sf/ Content/ageing-manuals-rem-... 22/03/2005
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Principle; within the philosophy and level of care offered in the residential
care service, management systems are responsive to the needs of
resldents, their representatives, staff and stakeholders, and the changing
environment in which the service operates.

Matter Indicater Expected Outcome

1.1 Continuous improvement The organisation actively pursues
cantinuous improvement

1.2 Regulatory compliance The organisation’s management has
systems in place to identify and
ensure compliance with alt relevant
legisiation, regulatory requirements,
professional standards and guidelines

1.3 Education and staff Management and staff have
development appropriate knowledge and skills 1o
perform their roles effectively
1.4 Comments and Each resident {or his or her
complaints ) representative) and other interested

parties have access to internal and
external complaints mechanisms

1.5 Planning and leadership The organisation has documented
the residential care servige's vision,
values, philosophy, objectives and
commitment to guality throughout

the service
1.6 Human resource There are appropriately skilled and
management gqualified staff sufficient to ensure

that services are delivered in
accordance with these standards and
the residential care service's
phitosophy and objectives

1.7 Inventory and equipment Stocks of appropriate goods and
equipment for guality service
delivery are available

1.8 Information systems Effactive information management
systens are in place .

http://wwwaccreditation.aust.comf accreditation/standards.htmli 22/03/2005
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1.9

External services

Al externaily sourced services are
provided in a way that meets the
residential care service’s needs and
saervice quality goals

" Clamoma by gt T A e R e g
dhATED S PRIl B DETSanst care

Principle: Residents' physical and mental health will be promoted and
achleved at the optirmum level in partnership hetween each resident (or his
or her reprasentative) and the health care team.

2.1

v

2.3

2.4

2.5

2.6

2.7

2.8

2.9

2.10

2.11

2.12

Z2.13

2.14

2.15

Matter Indicator
Continuous tmprovement

Reguiatory compliance

Education and staff
development

Chnical care

Specialised nursing care
neads

Other heaith and related
services

Medication management
Paln managemant
Palliative care

Nutrition and hydration
Skin care

Continence management

Behavioural managemaent

Mobiilty, dexterity and
rehabilitation

Oral and dental care

Expocted Qutcome

The organisation actively pursues
continuous improvement

The organisation's management has
systems in place to identify and
ensure compliance with all refevant
legislation, regulatory requirements,
professional standards, and
guidelines, about health and
personal care

Management and staff have
appropriate knowledge and skills to
perform their roles effectively

Residents receive appropriate clinical
care

Residents’ specialised nursing care
needs are identified and met by
appropriately qualified nursing staff

Restdents are referred to appropriate
health specialists in accordance with
the resident’s needs anc¢ preferences

Residents’ medication is managed
safely and correctly

All residents are as free as possible
from pain

The comfort and dignity of terminally
ill residents is maintained

Residents recelve adequate
nourishment and hydration

Resldents” gkin integrity is consistent
with their general health

Residents' continence Is managed
effectively

The needs of residents with
challerging behaviours are managed
effectively

Optimum levels of mobility and
dexterity are achieved for ali
residents :

Residents' oral and dental health is
maintained

http://www.accreditation.aust.com/accreditation/standards. html
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Residents' sensory losses arg

2.16 Sensory loss
identified and managed effectively

Residents are able to achieve natural
sleep patterns

2.17 Sleep

Principle: Residents retain thelr personal, civic, legal and consumer rights,
and are assisted to achieve active control of their own lives within the
residential care service and in the community.

31

3.2

3.3

3.4

35

3.6

3.7

3.8

3.9

3.10

http://www.accreditation.aust.com/accreditation/standards.himl

Matter Indicator
Continuous improvement

Regulatory compliance

Education and staff
development

Emotional support

Independence

Privacy and dignity

Leisure interests and
activities

Cultural and spiritual iife

Choice and decision-
making

Resident security of
tenure and
responsibilities

PZd  WdET 8@ S¥BC TR TAEl

Expected Qutcome

The organisation actively pursues
continuous improvement

The organisation’s management has
systems in piace to identify and
ensure compliance with a3/l relevant
legisiation, regulatory requirements,
professional standards, and
guldelines, about resident lifestyle

Management and staff have
appropriate knowledge and skills to
perform their roles effectively

Each resident receives support in
adjusting to iife in the new
environment and on an ongoing
basis

Residents are assisted to achievs
maximum independence, maintain
friendships and participate in the life
of the community within and cutside
the residential care service

Each resident's right to privacy,
dignity and confidentiality is
recognised and respected

Residents are encouraged and
supported to participate in 3 wide
range of interests and activities of
interest to them

Individual interests, customs, beliefs
ang cultural and ethnic backgrounds
are valued and fostered

Each resident (or his or her
representative) participates in
decisions about the services the
resident receives, and is enabled to
exercise choice and control aver his
or her lifestyle while not infringing
on the rights of other people

Residents have secure tenure within
the residential care service, and
understand their nghts and
responsibilitias

22/03/2005
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Principle: Residents live in a safe and comfortable environmant that
ensures the quality of life and welfare of residents, staff and visitors.

4.1 Continuous improvement The orgonisation actively pursues
continuous improvement
4.2 Regulatery compliance The vrganisation’s management has
systems in place te identify and
ensure cormpliance with ail relevant
legislation, regutatory reguirements,
professional standards, and
guidelines, about physical
environment and safe systems
4,3 Education and staff Management and staff have
development appropriate knowledge and skills to
perform their roles effectively
4.4 Living environment Management of the residential care
service is actively working to provide
a safe and comfortable environment
consistent with residents' care needs
4.5  Qccupational health and Management is actively working to
safety provide a safe working environment
that meets regulatory reguirements
4.6 Fire, security and other Management and staff are actively
emergencies working to provide an environment -
and safe systems of work that
minimise fire, security and
emergency risks
4.7 Infection control An effective infection control
_ program
4.8 Catering, cleaning and Hospitality services are provided in a
faundry services way that enhances residents’ quality
of life and the staff's working
environment
A nonpY..
e APPRUVR
http://www.accreditation.aust.com/accreditation/standards.html 22/03/2008
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Matter Indicator

Expected Outcome
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