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Aged Care Quality 
Standards 1 Card

7

Depending on your audience’s knowledge of the Aged Care Quality Standards, 
you may wish to include the following questions and discussion points in your 
conversation prior to launching into the questions on the card.

What are the Aged Care Quality Standards?
•	 The Aged Care Quality Standards are a set of expectations that providers of Commonwealth 

subsidised aged care services are expected to meet
•	 The Standards provide a framework of core requirements for quality and safety
•	 Organisations will be assessed and must be able to provide evidence of their compliance with and 

performance against the Quality Standards.

How many standards are there?
There are currently eight individual standards:

•	 Consumer dignity and choice
•	 Ongoing assessment and planning with consumers
•	 Personal care and clinical care
•	 Services and supports for daily living
•	 Organisation’s service environment
•	 Feedback and complaints
•	 Human resources
•	 Organisational governance.

What types of services do they apply to?
•	 They apply to both residential and home care services such as those provided under the 

Commonwealth Home Support Programme (CHSP) and Home Care Packages.
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Facilitator guide 

Question 1
How does your organisation communicate information to consumers with 
low literacy levels, sensory or hearing impairments, language barriers or poor 
cognition? 

Discussion prompts
•	 What strategies are in place?
•	 How might you clarify what consumers want to know?

Points to consider
•	 Simplify the language used
•	 Remove jargon
•	 Use of interpreters including sign language
•	 Use of TTY (specialist telephone service) for people with a hearing impairment
•	 Choose a quiet environment
•	 Staff	trained	in	active	listening	skills
•	 Communicate in a format of the persons choosing
•	 Include a carer, family member or advocate, if necessary
•	 Present information in a succinct and clear manner
•	 Consult with consumers on how to best present information
•	 Utilise visual as well as verbal information
•	 Provide a hard copy of information post discussion for consumers to peruse in their own time 

including contact details so the person can follow up.
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Question 2
How do you ensure this consumer is treated with dignity and respect?

Discussion prompts
•	 What strategies can you use?
•	 How might you let this consumer know they are welcome?
•	 What about risk?

Points to consider
•	 Acknowledge and provide options for individual choice
•	 Recognise cultural and diversity needs
•	 Services are culturally safe (the key features of cultural safety are understanding a consumer's 

culture,	acknowledging	differences	and	being	actively	aware	and	respectful	of	these	differences)
•	 Empower consumers to make decisions 
•	 Consumers have control over their own care
•	 Consumers are supported to take risks
•	 Private	and	personal	information	is	confidential
•	 Recognise a person’s strengths
•	 Empower the consumer to be independent
•	 Communicating respectfully
•	 Consumers who need support to make decisions are provided with assistance so that they can 

make,	communicate	and	take	part	in	decisions	that	affect	their	lives
•	 Take a balanced approach to managing risk and respecting consumer rights
•	 Information is current, accurate and easy to access.

Question 3
How can you best support this consumer to be a partner in planning and 
reviewing their supports?

Discussion prompts
•	 What role can you play?
•	 How	might	you	find	out	what	is	important	to	the	consumer?
•	 How might you share information?

Points to consider
•	 Listen to what the consumer wants and look at what they can do (their abilities)
•	 Assessment and planning, including consideration of risks to the consumer’s health and wellbeing, 

informs	the	delivery	of	safe	and	effective	care
•	 Identify and address the consumer's current needs, goals and preferences 
•	 Include other people that the consumer wishes to involve
•	 The	outcomes	of	assessment	and	planning	are	effectively	communicated	to	the	consumer	and	

documented in a care plan that is available to the consumer
•	 Outcomes are reviewed regularly and driven by the consumer’s needs.
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Question 4
What systems and processes does your organisation use to support a 
consumer centred assessment of the needs, goals and preferences? 

Discussion prompts
•	 What tools do you use?
•	 What information do you have available to you?

Points to consider
•	 Active listening
•	 Develop a care plan that is focused on the consumer (not the service)
•	 Find out what the consumer wants from the service and develop strategies to ensure their needs 

are met, whether this be by your service or referral to another
•	 Complete	a	one-page	profile	that	shares	important	information	that	the	consumer	wishes	to	share
•	 Use a strength-based approach
•	 Draw upon information in their RAS or ACAS Home Support assessment and service plan
•	 Regular review and updating of the care plan.

Question 5
How does your organisation know when to respond to the changing needs of a 
consumer?

Discussion prompts
•	 How do you monitor a consumer?
•	 What tools do you use? 

Points to consider
•	 Feedback from family, carers and consumers
•	 Observation	and	feedback	from	support	workers	or	frontline	staff
•	 Regular review
•	 Policy and procedures guiding practice
•	 Consultation with other providers and/or disciplines
•	 Reassessment.
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Question 6
The consumer may tell you some very sensitive and personal information. 
What policies and procedures does your organisation have in place to ensure 
effective	information	management?

Discussion prompts
•	 How do you protect the consumer’s privacy?
•	 What rules might be in place?

Points to consider
•	 Staff	have	appropriate	access	to	information	that	helps	them	in	their	roles
•	 Consumers can access information about their care and services
•	 Policies and procedures on how information is maintained, stored, shared and destroyed 
•	 Privacy	and	confidentiality	controls	
•	 Relevant and accurate information is provided to consumers in a timely manner.

Question 7
What procedures are in place in your organisation for consumers to report 
disrespectful care or discrimination in how their care and services are 
delivered?

Discussion prompts
•	 How do consumers provide feedback?
•	 What happens when they do?
•	 Who is involved?

Points to consider
•	 Compliment/complaints procedure and form
•	 Consumers are given information when they start a service on how to provide feedback and how 

to access external support
•	 Staff	encourage	and	facilitate	consumers	to	provide	feedback
•	 Annual feedback processes
•	 Feedback process is explained to consumers and publicly available
•	 Consumers	can	write,	telephone	or	report	directly	to	any	staff	member
•	 Feedback is logged and followed up
•	 Staff	are	trained	in	the	process	of	managing/handling	complaints	and/or	compliments.
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Question 8
How do you promote this consumer’s emotional, spiritual and psychological 
wellbeing?

Discussion prompts
•	 How do you know what their needs are?
•	 How might you monitor this?

Points to consider
•	 Ask the consumer about their preferences and how they would like these honoured
•	 Providing	services	to	fit	in	with	the	consumer’s	needs	(e.g.	around	prayer	times)
•	 Check in with consumers regularly
•	 Observe their mood and engagement levels
•	 Provide positive feedback and acknowledge their strengths
•	 Support consumers to connect to family, friends, community and other supports they value.

Resources
Organisations 
The Aged Care Quality and Safety Commission 
https://www.agedcarequality.gov.au

Other resources
Guidance and resources for providers to support the Aged Care Quality Standards 
https://www.agedcarequality.gov.au/providers/standards

The Aged Care Quality app  
https://www.agedcarequality.gov.au/resource-library?resources%5B0%5D=topics%3A211

Working with aged care consumers 
https://www.agedcarequality.gov.au/resource-library?resources%5B0%5D=topics%3A211

Aged Care Quality Standards videos 
https://www.agedcarequality.gov.au/resources/quality-standards-educational-video

https://www.agedcarequality.gov.au
https://www.agedcarequality.gov.au/providers/standards
https://www.agedcarequality.gov.au/resource-library?resources%5B0%5D=topics%3A211
https://www.agedcarequality.gov.au/resource-library?resources%5B0%5D=topics%3A211
https://www.agedcarequality.gov.au/resources/quality-standards-educational-video



