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Aged Care Quality 
Standards 2 Card

8

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 this story demonstrate ‘dignity of risk’?

Discussion prompts
•	 What did/could the service do to identify and manage risk?
•	 How did/could they work with the consumer?

Points to consider
•	 Allow consumer to identify what did not work for them 
•	 Involve consumer in identifying risks and how these impact on their goals 
•	 Assess	the	identified	risks	to	understand	the	likelihood,	potential	outcome	and	any	associated	

impacts 
•	 Staff	work	alongside	the	consumer	to	minimise	and	eliminate	risks.

Question 2
The	consumer	may	disclose	concerns	with	staff	that	result	in	positive	
outcomes. What strategies do you use to encourage consumers to express 
preferences and make choices?

Discussion prompts
•	 What if they make a choice you don’t agree with?

Points to consider
•	 Listen and ensure people feel heard
•	 Treat people with respect and honesty
•	 Explain your role and what you can assist with
•	 Explain how you have supported other consumers
•	 Offer	choice
•	 Respect consumers choices and preferences
•	 Support risk taking.
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Question 3
The consumer is at risk of returning to being socially isolated. Can you identify 
other	organisations,	individuals,	or	service	providers	that	they	might	benefit	
from to gain further support towards meeting their needs and goals?

Discussion prompts
•	 What social support options are available in your community?

Points to consider
•	 Social support groups
•	 Social support - individual
•	 Libraries
•	 Clubs
•	 Seniors groups
•	 Special interest groups.

Question 4
How	does	your	workplace	support	staff	to	recognise	and	engage	with	
consumers who are at risk of physical decline, being socially isolated, or feeling 
lonely?

Discussion prompts
•	 Who do you report concerns to?
•	 How often would you monitor and discuss concerns with consumers?
•	 How might you assist a consumer who is at risk?

Points to consider
•	 Training, tools and policies on monitoring and review
•	 Access to supervisors to discuss concerns and strategies
•	 Make referrals to other services/disciplines as needed
•	 Regular review of consumers goals and how services are meeting their needs
•	 Case conferences.
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Question 5
How	do	you	ensure	this	consumer	gets	safe	and	effective	services	and	
supports for daily living that meets their needs, goals and preferences, and 
optimise their independence, health, wellbeing and quality of life?

Discussion prompts
•	 What systems are in place?
•	 What	about	staff?
•	 Who might be involved?

Points to consider
•	 Identify needs
•	 Agree	to	strategies	that	are	going	to	work	for	the	consumer	and	staff
•	 Ensure choice and that the consumer is in control of the decision making
•	 Refer	back	to	assessment	as	required	for	a	thorough	identification	of	needs
•	 Maintain	privacy	and	confidentiality
•	 Appropriately	trained	staff
•	 Suitable policies and procedures guiding practice
•	 Accessible care plans
•	 Regular review.

Question 6
How can you best support the 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?

Points to consider
•	 How might you share information?
•	 Ask and listen to what the consumer wants
•	 Identify the consumer’s current needs, goals and preferences 
•	 Look at what they can do (their abilities)
•	 Consideration of risks to the consumer’s health and wellbeing 
•	 Include other people that the consumer wishes to involve 
•	 Documented care plan that is readily available to the consumer
•	 Care	and	services	are	reviewed	regularly	for	effectiveness.
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Question 7
How	does	your	organisation	monitor	how	effective	the	care	plan	is	in	meeting	
the consumer’s goals?

Discussion prompts
•	 How do you provide monitoring?
•	 What tools do you use?
•	 Who can contribute?

Points to consider
•	 Feedback from family, carers and consumers
•	 Observation	and	feedback	from	staff
•	 Regular review of goals, outcomes and consumer satisfaction
•	 Policy and procedures guiding practice
•	 Consultation with other providers and/or disciplines
•	 Reassessment.

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


Pg 46  Facilitator Guides.

"The Aged Care Quality Standards 
are a set of expectations that 
providers of Commonwealth 
subsidised aged care services are 
expected to meet."




