
QUALITY REPORT – SUMMER EDITION No.  3                                                                                 
 

NATIONAL QUALITY INDICATOR RESULTS IN RESIDENTIAL CARE 
Pressure Injuries  

Where potential issues are identified, preventative 
measures are implemented and monitored.   
 
Bed cradles were found to be a potential cause of 
skin integrity issues, this was improved by the 
application of a protective coating applied to the 
cradles to protect skin.   
 
 
 

 
Restrictive Practices  

• Chemical 
• Environmental 
• Mechanical 
• Physical 
• Seclusion 

 
Chemical restraint is measured equally between 
aged care providers; however not all providers have 
a 32-bed memory support unit where the majority of 
our chemical restraints are applied.  Chemical 
restraint is only considered where other therapies 
have been unsuccessful, with the full consent of the 
older person and their representative in 
consultation with dementia support services, GP 
and other partnered health care professionals.  
Environmental restraint is also high in our memory 
support units with our perimeter fencing and keypad 
entry/exit considered an environmental restraint.   
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Unplanned Weight Loss – 
Significant 

Weights are monitored on a monthly basis or 
more frequently where identified.  Significant 
weight loss is considered 5% or more of their 
body weight.   
 
A dietician is available to assist with 
assessment and planning in relation to 
weight loss, nutrition and hydration to 
improve outcomes for older people in our 
care. 
 

 
 

Falls – Total  
Westmont has a dedicated Falls Committee 
that reviews all falls.  The committee 
consists of a member of our clinical team 
including physiotherapists.   
 
If a fall has occurred, the older person is 
assessed by a physiotherapist and 
interventions implemented where necessary.  
We encourage older people to keep their 
rooms uncluttered to prevent falls from 
occurring. 
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Medications 
 

• Antipsychotic 
• Polypharmacy 
• Psychosis 

Each older persons medications are 
reviewed following  permanent 
admission.  
 
A working group involving our Geriatric 
Pharmacist have discussed how we can 
improve the use of Antipsychotic 
mediation use.  
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Hospitalisation  
 

• ED  
• Admissions 

 
This remains stable.  
ED is where an older person has 
presented to a hospital emergency 
department either in person or via 
technology, such as the ‘virtual ED’ which 
Westmont often accesses.   
 
Admissions are when an older person has 
been accepted by a hospital either 
planned such as an inpatient receiving 
ongoing care or unplanned.   
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Quality of Life Survey 
Results 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This survey is conducted every 3 months.  Older people or their representatives can choose to opt out of the surveys if 
they choose.  Questions include:   
 

1. I am able to get around as much as I want to. 
2. When I experience pain, it is well managed. 
3. I am generally happy. 
4. I have as much independence as I want. 
5. I have good social relationships with family and friends. 
6. I have leisure activities/hobbies I enjoy. 

 
Of the 134 older people and their representatives, 75 participated in this survey 
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Consumer Experience 
Survey Results 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Questions include: 
 

1. I am treated with respect and dignity. 
2. I am supported to make my own decisions about the care and services I receive. 
3. I receive care and support from aged care staff who have the appropriate skills and training. 
4. I received services and supports for daily living that are important for my health and wellbeing. 
5. I am supported to maintain my social relationships and connections with the community. 
6. I am comfortable lodging complaints with confidence that appropriate action will be taken. 

 
Of the 134 older people and their representatives, 77 participated in this survey. 
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For further information regarding the National Quality Indicator Program.  

https://www.health.gov.au/sites/default/files/2025-03/fact-sheet-for-older-people-and-their-families_0.pdf 

 
 
 
 
 

RN Care Minutes 
(per resident per day) 

Westmont has an RN on site 24/7.   
 
 
 
 
 
 
 
 
 

 
Care Minutes Total 
(per resident per day) 

The average total care minutes per 
resident per day is 218.86. 
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Incident Overview in Community Care 
 

Top three reported incidents in Community Care (excluding ‘generally 
unwell’) are: 
 
1. Unplanned Hospital Transfers – the majority are reported by family 
or next of kin following an incident that has occurred outside our service 
delivery. 
 
2. Skin Integrity – this includes, bruises, skin tears, cuts, abrasions, 
rashes or excoriations.  Again the cause is sometimes unknown and 
found by staff during personal care services. 
 
3. Falls Resulting in Injury – the majority of incidents occur outside of 
our service delivery, reported by the individual themselves or their 
representatives. 
 
 
 

 
 
 
The New Aged Care Act 
The new Aged Care Act became effective on the 1 November 2025.  The following document provides information on what is new or 
changing for older people and what is staying the same.   
 
https://www.health.gov.au/sites/default/files/2025-07/aged-care-act-what-is-new-or-changing.pdf 
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Statement of Rights 
A key part of the Aged Care Act 2024 is the introduction of a new Statement of Rights, which applies to anyone receiving Government-funded aged 
care services. It replaces the current Charter of Aged Care Rights and reflects a more robust, rights-based and person-centred care system.  
 
It gives older people the right to:  
 

• Make decisions about their own life  
• Have their decisions not just accepted, but respected  
• Get information and support to help make those decisions  
• Communicate wishes, needs and preferences  
• Feel safe and respected  
• Have culture and identity respected  
• Stay connected with their community  
• Receive service delivery which includes:  

o Fair access - fair and accurate assessment to find out what funded aged care services are needed  
o Safety and quality - the right to safe, quality and fair funded aged care services that treat each participant with dignity and respect  
o Respect for privacy and information  
o Communication that meets needs  

▪ providing information in a way participants understand  
▪ welcoming participant feedback  

o Support is given to participants to raise issues quickly and fairly  
o Support is given to participants to:  

▪ understand their rights, make decisions or make a complaint  
▪ choose an independent advocate or someone else they choose as a supporter  

o Connection with people and community:  
▪ the people who are important to them  
▪ their community, country or Island Home  

 
 
Why does this matter?  
Our organisation will need to ensure all services are compatible with these rights, and that workers that we engage (whether by employment or 
brokered through service agreement) reflect them in everyday practice. Acting compatibly with these rights is not just a regulatory requirement - it’s 
central to the way we provide high quality care and build trusted, respectful relationships with clients and their families.  
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When rights are respected, people feel heard, valued and safe. That’s when care becomes truly person-centred. 
 
For further information on the Statement of Rights visit the following website https://www.agedcarequality.gov.au/workers/statement-rights or ring 
02 6043 9999 or email admin@westmont.org.au. 
 
 
A New Registered Supporter Role 
Under the new Act, older people must be treated with respect and are presumed to have the ability to make their own decisions. Some older people 
may want or need support to make these decisions. Supported decision-making is the process of providing support to older people to help them to 
make and communicate their own decisions and remain in control of their lives. When the new Act starts, older people can still choose who can 
support them to make decisions, if they want or need support. These people can be registered supporters. 
 
To get ready for the new registered supporter role, older people and their representatives might like to review their existing relationships in My Aged 
Care. If an older person has a regular or authorised representative active in My Aged Care on 31 October, they will become a registered supporter 
under the new Act. Regular representatives, authorised representatives, and older people with regular representatives can opt out of having or being 
a registered supporter between now and 31 October. 
 
On 1 November, representative relationships that are active in My Aged Care and have not opted out will transition to supporter relationships. 
 
Find out more about this role, how to opt out, what it replaces and what is staying the same. 
 
 
Infection Control – Vaccination Program 
Westmont has concluded its annual vaccination program, any person delivering direct care or services must obtain their flu vaccination each year 
unless they have a valid exemption.  Residents are also offered and encouraged to be vaccinated, it helps protect them from serious and potentially 
life-threatening illnesses, especially as their immune systems naturally weaken with age.  Vaccines help train the immune system to recognise and 
fight off specific germs reducing the risk of infection and severe illness.  Westmont can arrange this internally through its local pharmacy who come 
onsite to administer. 
 
We also encourage family members and visitors to get their flu vaccination, this not only protects the person themselves, but also protects others 
who work and live in our facilities, if you haven’t already, we strongly encourage everyone to get vaccinated.  If you need any further information, 
please speak to one of our friendly reception staff who can assist. 
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Supported Decision Making 
Supported Decision Making in aged care ensures older people retain control over their lives by providing support in making and communicating 
decisions.  This involves nominating individuals to help with decision-making, particularly when someone needs assistance.  Everyone has the right 
to make decision about their life, the care and services they receive and the risks they are willing to take including people living with dementia or 
other cognitive conditions.  Some people may want or need support in making certain types of decisions.  This is called supported decision-making. 
Even a person whose capacity to make decisions is limited should be supported to make their own choices wherever possible.  Click on the 
following link https://opan.org.au/video/decision-making/ for further information which also has a short video.   
 
If you have any questions in relation to Supported Decision Making, please contact us by email admin@westmon.org.au or phone 02 6043 9999. 
 
 
Consumer Advisory Body Committee (CAB) 
Consumer Advisory Body Committees (CAB) provide valuable feedback to Westmont’s governing bodies about the quality of care and services they 
deliver.  Both our residential and home care operations hold regular CAB Committee meetings where feedback is gathered.  Residents and their 
representatives are encouraged to get involved.   
 
If you would like to get involved, please let us know by email or phone admin@westmont.org.au or 02 6043 9999. For further information on CAB 
committees please click on the following link https://www.agedcarequality.gov.au/sites/default/files/media/consumer-advisory-body-get-
ready_0.pdf 
 
 
Quality of Care Advisory Body Committee (QCAB) 
Issues identified at monthly CAB meetings are tabled at our QCAB meetings which are held quarterly.  Committee members include senior staff and 
older people receiving our care and services.  Our last meeting was held in September with the following items discussed: 
 

• Breakfast/Snack Bar available to older people in our care 24/7, as per the new requirement of the Aged Care Quality and Safety Standards. 
A snack bar has been commissioned in the central lounge of the Homestead.  This is for older people residing in the Homestead only and is 
currently being monitored. 
 

• Loudspeaker – resident unable to hear announcements. 
Loudspeakers are located throughout the Homestead outside of resident’s rooms, unfortunately some people cannot hear what is being 
announced, for these people we have encouraged them to press their personal alarm and ask staff. 
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• Call Bell Wait Times 
We monitor call bell wait times daily and encourage older people to report as soon as possible if they have any concerns or issues. 
Unfortunately, we do not have ‘one on one’ care, and response depends on the available staff at the time.  RNs are advised to investigate long 
wait times. 
 

• Consistency and Quality of Bed Making  
We are currently developing a ‘bed-making’ video to demonstrate to staff.  Bed checks are conducted following breakfast each day.   
 

• Medication Rounds 
This complaint was around the medication rounds getting later at night, it was a one off and has since been monitored with no issues 
identified.  Older people in our care are encouraged to report any medication issues. 
 

• Access to ‘Public/Communal’ Newspapers 
This is ongoing – older people residing at Westmont can purchase their own individual newspaper which is delivered to their room daily.  We 
have placed a sticker on the ‘communal or public’ newspapers asking the user to return to the dining rooms for others to access.  
Unfortunately, this does not always happen. A reminder is given a CAB meetings. 

 
Each year we ask older people receiving our care and services and their representatives if they would like to become a member of our QCAB 
Committee.  If this is something you would like to do, please contact our office on 02 6043 9999 or email admin@westmont.org.au to express your 
interest.   
 
For further information on QCAB please click on the following link https://www.agedcarequality.gov.au/resource-library/quality-care-advisory-body-
fact-sheet 
 
 
Complaints 
 
Residential Care 
In the past three months (July to Sept) we have received three (3) complaints. 
The top three complaint areas are: Food and Nutrition, Services and Supports and Staff and Staff Assistance. 
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Community Care 
In the past three months, (July to Sept) we have received twenty-three (23) complaints. 
The top three complaint areas are: Service Time, Quality of Service and Staff and Staff Assistance. 
 
If you have a concern or issue, we encourage you to speak up.  We cannot resolve issues unless we are aware of them, please give us the opportunity 
to resolve your issue directly.  Feedback can be lodged in person, via feedback form, email or telephone.  See the contact list below. 
 
 
Laura Souquet – Director of Care and Clinical Services (RAC) – lsouquet@westmont.org.au 
Carolyn Moxey – Quality Manager – cmoxey@westmont.org.au 
Peter Ward – Hotel Services Manager (RAC) – pward@westmont.org.au 
Maralee Vogel – Director of Community Care – mvogel@westmont.org.au 
 
 
Serious Incidents (SIRS) 
 
Residential Care 
In the past three months (July to Sept) we have reported eight (8) serious incidents. 
The types of incidents are - Four (4) unreasonable use of force (resident to resident), Three (3) Neglect and One (1) Unexplained absence.  All 
incidents except one have been investigated by the Commonwealth SIRA team and closed, one is pending. 
 
Community Care 
In the past three months (July to Sept) we have reported eight (8) serious incidents. 
The types of incidents were – Six (6) reports of neglect, One (1) report of Unexplained Absence and One (1) report of suspected ‘Stealing or Financial 
Coercion by Staff Member.  All incidents have been investigated by the Commonwealth SIRA team and closed. 
 
For further information click on the following link https://www.agedcarequality.gov.au/older-australians/safety-care/serious-incidents 
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Continuous Improvement 
Continuous improvement is embedded in everything we do.  We identify areas for improvement through audits, feedback and incidents.   
 
Some of the improvements we have identified include: 
 

• Additional infection outbreak management boxes, distributed throughout Homestead in designated areas to improve infection prevention 
and control. 

• Additional bio spills kits are available in waste rooms. 
• Bladder scanner purchased, policy implemented, training conducted.  Improve health outcomes for older people. 
• Improvement in food quality, preparation and safety for older people living in the Cottages by improving processes following an audit against 

the IDDSI Standards.  
• Continence aid distribution work instructions have been implemented to improve skills and knowledge; older people benefit by receiving the 

supports that are individual to their care needs. 
• Serious injury resulted in auditing of slings used to transfer older people.  Hard plastic tags were identified as the cause and removed with a 

safer alternative. 
• Improved medication process for older people seeking respite care, to ensure they have the medications they need whilst residing at the 

Homestead. 
• Additional laundry skips purchased to improve infection prevention and control. 
• Improved identification of infections in Home Care Services. 

 
 
Other Resources 
The new Strengthened Aged Care Quality and Safety Standards (Expectations for older people and Expectations for aged care workers) 
https://www.agedcarequality.gov.au/sites/default/files/media/strengthened-quality-standards-poster-for-workers-and-older-people.pdf 
 
The Aged Care Code of Conduct 
https://www.agedcarequality.gov.au/sites/default/files/media/code_of_conduct_for_aged_care_worker_quick_guide.pdf 
 
Aged Care Act – What is new or changing? 
https://www.health.gov.au/sites/default/files/2025-07/aged-care-act-what-is-new-or-changing.pdf 
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Support Services 
Dementia Support Australia  
https://www.dementia.com.au/ 
 

OPAN 
https://opan.org.au/ 

Elder Rights Advocacy Services 
https://elderrights.org.au/ 

Aged Care Quality and Safety Commission 
https://www.agedcarequality.gov.au/contact-us/complaints-concerns/what-do-if-you-have-
complaint 
 

My Aged Care 
https://www.myagedcare.gov.au/ 
 

Aged Care Quality and Safety Commission 
https://www.agedcarequality.gov.au/contact-us/complaints-concerns/what-do-if-you-have-
complaint 

 

 

 

 

 

 

 

Report Prepared by: 

Carolyn Moxey - Quality Manager 


