
Bringing the 
Strengthened 
Standards to life

Practical sessions on setting yourself up to 
demonstrate you meet the requirements



We acknowledge the Wurundjeri People, the traditional 

custodians of the lands and waterways on which we are 

gathered today. I pay my respects to their elders past and 

present.

We acknowledge their strong connection to land, river & sea. 

We pay our respects to Elders past & present. We celebrate 

their living culture & unique role in the life of the region. 

We pay our respects to any Indigenous people meeting with 

us today.



This session has been designed as a check in

Your obligations are intended to be proportionate to the 
environment you operate in, the services you deliver and the 
risks of harm that may be present.

What this means in real terms = all providers must 

meet their requirements

• The Aged Care Act

• The Code of Conduct

• The Standards

• No assessment against the quality standards(Cat 1 – 3)

• Assessment against the requirements at re registration

Please note this session is general & based on the Evidence Collection Tool and cannot comment on 
individual circumstances. At this stage we can’t draw from re-registration experiences. Watch this space!



Why we are here?

Interactive session – focus on some key areas, sharing ideas and 
approaches

Get the systems in place to SERVE YOU

✓Help you meet your obligations

✓Work for everyday – are good tools for your staff

✓Assist you in demonstrating that you meet the standards and the Act

✓Reduce the burden at re registration time

PLEASE SHARE GENEROUSLY 



Around the room

Your name

Your role and organisation

What you hope to get from todays session



The strengthened Aged Care Quality 
Standards

• Simplified, comprehensive and measurable

• Strengthened focus areas:

• Dementia care

• Governance

• Food and nutrition

• Diversity

• Clinical care



Which category are we?
Category 1 Home and community services 

Category 2 Assistive technology and home modifications

Category 3 Advisory and support services

Category 4 Personal care and care support in the home or community (this includes respite)

Category 5 Nursing and transition care

Category 6 Residential care (including residential respite care)



Registration categories vs audit 
requirementsProvider registration 

category
Description Service types

Application of Strengthened Quality Standards

Strengthened Quality Standards 1 to 4 Strengthened Quality Standards 5 to 7

Category 1 Home and community services • Domestic assistance
• Home maintenance and repairs
• Meals
• Transport

Category 2 Assistive technology and home
modifications

• Equipment and products
• Home adjustments

Category 3 Advisory and support services • Hoarding and squalor assistance
• Social support and community 

engagement

Category 4 Personal and care support in the 
home or
community

• Allied health and therapy
• Personal care
• Nutrition
• Therapeutic services for independent 

living
• Home or community general respite
• Community cottage respite
• Care management
• Restorative care management.

Standard 1: The Individual
Standard 2: The Organisation
Standard 3: The Care and Services
Standard 4: The Environment

Standard 5: Clinical Care – Outcome
5.1 Clinical Governance
(Applies to the service types of
care management and restorative
care management only)

Category 5 Nursing and transition care • Nursing care
• Assistance with transition care

Standard 1: The Individual
Standard 2: The Organisation
Standard 3: The Care and Services
Standard 4: The Environment

Standard 5: Clinical Care

Category 6 Residential care (including 
respite)

• Residential accommodation
• Residential everyday living
• Residential clinical care
• Residential non-clinical care.

Standard 1: The Individual
Standard 2: The Organisation
Standard 3: The Care and Services
Standard 4: The Environment

Standard 5: Clinical Care
Standard 6: Food and Nutrition
Standard 7: The Residential Community



The Aged Care commission supervision of 
the sector



Why does quality count?

Systems and 
processes drive 

practice

Things happen, 
there are risks & 

we need things in 
place to 

safeguarding

Learning and 
reflecting

Audits & 
checks

From the 
older persons 
point of view

Adjusting our 
processes when 

it’s not delivering 
what we need

A bare minimum 
standard is required 
– historically people 
have been put at risk

Relying just on 
people doing the 

right thing 
doesn’t work

Consistent 
practice is 

vital

Reviewing of 
skills and need 
to deliver the 

best outcomes

People 
deserve a 

service that is 
right for them

Great care 
doesn’t just 

happen



It’s more than The Act and the new 
Standards

It’s not only about being compliant but remaining 
compliant and driving continuous improvement.

It’s about the systems and visibility you have in 
place so you know whether you are meeting your 
obligations. 

It’s about finding ways that are meaningful to 
your team so that people get the best outcomes – 
both older people and those that support them.



The strengthened Aged Care Quality 
Standards

Today we’ll focus on Standard 1 – The Person

Before we get started we’ll cover some questions 
from the group 



What matters to me 

• Family and friends – I have children and a friend that support me

• Being active and remaining active

• My culture – Irish background

• Feelings of guilt and not wanting to be an imposition or let people down

• Doing the things that I can still do

• Connection to my community

• Having choice about the support I receive

• Being communicated to respectfully

• Knowing how to provide feedback

Thinking about Standard 1 – 
The Person

IN GROUPS
Reflect on your practice

Does your documentation 
tell everyone what matters to 

the person you are 
supporting?

What could you improve?



Q – Indicators we are meeting obligations

“What are the top 3 indicators or reports we should regularly 
review to monitor how well we are meeting Standard 1?”

• Standard 1 is about the person – dignity, rights, supported 
decision making and meaningful participation

• Indicators that demonstrate that people are being heard, staff are 
practicing rights-based care, risks are being balanced  and your 
culture is inline with the intent

• Governance should include
✓Complaints and feedback themes

✓Care plan audit compliance results

✓Staff training and capability 

✓Emerging risk that need attention



Q – Indicators we are meeting obligations

“What are the top 3 indicators or reports we should regularly 
review to monitor how well we are meeting Standard 1?”

• Standard 1 is about the person – dignity, rights, supported 
decision making and meaningful participation

• Indicators that demonstrate that people are being heard, staff are 
practicing rights-based care, risks are being balanced and your 
culture is inline with the intent

• What might you look for as key indicators that you are 

meeting your obligations?



Q – Indicators we are meeting obligations
✓Internal audits Care plans and supported decision making

How many care plans are updated within the required timeframe?

Does your documentation have client goals in accessible language for 
the older person?

Contain supported decision-making discussions?

Discussions about risks related to their care and any negotiation 

Individual preferences  - goals reflect  “what matters” to the

person



Q – Indicators we are meeting obligations

✓Complaints and feedback 

Number, type and what are the patterns

• Cultural safety

• Respect and dignity

• Choice and decision making

• Staff communication, skill or attitude

Informal themes – not just formal complaints, but what else are staff 
observing, hearing and could be improved

Time taken to resolve issues that arise

Evidence of closing the loop – continuous improvement and 
measuring the outcome for those involved



Q – Indicators we are meeting obligations

✓Complaints and feedback 

❑What is not working?

❑Are people comfortable providing feedback or making a complaint?

❑Are you hearing more from family members or care recipients?

❑Is your feedback process working?

❑Can you demonstrate improvement, following the complaints and 
feedback that you are receiving?



Q – Indicators we are meeting obligations

✓Workforce Capability and behaviours

❑Is the culture person centred ?

❑Staff trained in Rights based practices, dignity of risk, supported 
decision making, person centred practice

❑Indicators that staff feel confident balancing rights and risk when 
working with older people

❑Indicators that staff are raising concerns and feel supported – 
influencing training, policy and practice

❑Incident reports that indicate there are skills or process gaps

❑Internal audits demonstrate good practice 

❑Can you demonstrate improvement, following the 

complaints and feedback that you are receiving?

GROUPS



Q – Balancing consumers & staff rights and 
safety
“Discussion on how to balance OHS/staff safety with client rights and 
choices with dignity of risk”

When you think about dignity of risk what does it look like in your 
service?

What does reasonable risk mean to you?



Balancing consumers & staff rights and safety
Group discussion

Can you share a situation where a clients choice created a safety 
concern for your staff?

What was the framework you used to determine a way forward?

When have you said “no” to a client request? Why? 

Reflecting on this discussion, what triggers the biggest debates 
internally and what needs to change in your organisation to 
support how you manage this?



Balancing consumers & staff rights and safety
Check how you are currently assessing risk

• Older persons voice

• Staffs experience

• Training

• Processes & systems

• Conversations 

• Checking in on capability

Who is available to support when risks are complex or escalated?

How confident are you in your frontline staff asking the right 
questions and have these conversations



Balancing consumers & staff rights and safety
Reflection for the group

What practices and documentation demonstrates you are meeting 
your WHS and your Aged Care obligations?

If auditors reviewed your decision making tomorrow what would you 
want them to see?

What could you strengthen or put in place to make balancing older 
peoples needs and safety?

GROUPS



Q - Registered Supporter
“Please clarify the right of the older participant to nominate the supporter without registering 
them. Are those unregistered supporters permitted to receive information from the registered 
provider and communicate the participant's decisions with the participant's consent? 

• Under the Aged Care Act, people have the right to choose who supports them

• The right is framed by Supported decision making  and doesn’t 

automatically substitute decision making

• If an older person choses to nominate a Registered Supporter they must do 

this through My Aged Care

• Registered supporters are the formal support role
• Registration is not mandatory
• An older person can involve family, friends or trusted people in 

conversations without being a Registered Supporter

Legislative Clauses in The Aged Care Act – Section 37, 38 & 39

Of note



Registered Supporters – The Act

• Formally recognised under The Act

• Can receive information and communicate decisions 
with the older persons consent

• They support but do not replace the older persons own  
decision-making rights

• Must follow the duties under The Act

• Help the older person understand information and care
options
• Help communicate their decisions with providers and the system
• Can request, access and receive information to support the older persons 

decision making
• Cannot make decisions for them unless they hold legal decision-making 

power  - enduring power of attorney or guardian ship

Boundaries



Registered Supporters – The Act
The Statement of Rights and Principles outline:

• Older people have the right to be supported to make 
and communicate decisions about their care

• Have their decisions respected

• Have information delivered in accessible formats

• Choose those who help them make decisions

• The Act doesn’t prevent people who are not registered 
from being involved in decision making if the older person consents
• The rights framework presumes older people can chose who supports them
• As providers you must ensure that you deliver information in a way that they 

understand and allow nominated people to be involved with consent
• Registered Supporter status is formal recognition under the Act
• Consent from the older person is sufficient

We must uphold these rights in planning and 
service delivery



Registered Supporters – practical application
In Summary

• Registered Supporters are recognised formally in the Act 
(section 37 – 39)

• Older people do not have to register a supporter

• Where an older person nominates an informal, 
unregistered supporter, they can consent to information 
being shared

• Supported decision making and support policy in place
• Recognises the difference between Registered Supporter (the Act), 
legally appointed decision maker (EPOA/guardian) and informal supporters 
(family or friend with consent)
• How you obtain consent, how and where it is recorded, checkpoints to 

review and confirm currency
• How conflicts and disputes are managed and escalated
   RIGHTS BASED – PRIVACY ACT - CONFIDENTIALITY – ELDER ABUSE

Get your systems and processes in place to 
support both and to recognise the difference



Registered Supporters
Have a well designed framework and practice in place that

STRENGHTENS
Trust with older people and their families 

PROTECTS

• older peoples autonomy

• staff from uncertainty

• You as a provider from regulatory risk

DEMONSTRATES

• Compliance under the Act                GROUPS



Q – Demonstrating supported decision-making
“How detailed does our documentation need to be to show supported decision-making and dignity 
of risk, without overloading staff?”

• Great question, the million dollar question

• Providers need to demonstrate
• The persons rights were recognised

• They were supported to make a decision

• The risks were identified and discussed

• Reasonable steps were taken by the organisation to minimise harm

• Decisions were documented and reviewed

A targeted internal file audit will assist you to check your practice
• Was choice explored?
• Was risk explained?
• Were alternatives considered (where needed)?
• Was the persons view recorded?
• Was the decision reviewed to make sure it was working and 

that it still meets the older persons needs?

Check or audit



Demonstrating - documentation 
Could someone understand what happened, why it happened and who agreed within a 
few minutes of reading the record?

✓Short structured information

✓Agreed ways of working for key information

✓Clear evidence of a shared discussion (exploring risks & options)

✓Reference to any safeguards put in place

• Pages and pages of narrative
• Complex language
• Repetition of information across documents
• Separate risk forms for every preference

CONSISTENT PRACTICE IN DOCUMENTATION IS VITAL – internal file audits & supervision 
support good practice

You don’t need



Demonstrating  
CLIENT PREFERENCE
What does the person want to do?

IDENTIFIED RISK

What are the risks to the older person and to staff?

DISCUSSION HELD

How was the risk explained  and who was involved?

MITIGATION AGREED

What controls or compromises were implemented?

REVIEW PLAN

When will we revisit this?               GROUP

Some key questions



Demonstrating  - Good documentation under the New Act

✓PERSON CENTRED

✓CLEAR 

✓ACCURATE & CURRENT

✓STRUCTURED

✓PROPORTIONATE

✓REVIEWABLE

It doesn’t need to be lengthy

 IT NEEDS TO SERVE YOUR TEAM SO THEY CAN DO THEIR JOB WELL



Standard 1 – The Person

How to demonstrate that rights are known, understood and 
delivered

FIRST UP

• You must ensure that all clients receiving services are in 
My Aged Care with a MAC ID

• They must have a Care Plan recorded in MAC which 
describes the clients assessed care need

• Care Plans need to be current and reflective of current 
needs of the older person

• The service must be relevant to their assessed need

All people receiving service must be registered and assessed. 
Care will be  individualised, responsive to current need and 

reviewed.



Standard 1 – The Person
SYSTEM LEVEL 

• Policy referring to Statement of Rights

• Procedure – at establishment and review explaining rights

• Accessible versions of Statement of Rights

• Rights, complaints and advocacy in your welcome pack

• Staff induction and refresher training on Statement of rights

INDIVIDUAL RECORDS

Documented that 

• Statement of Rights was explained

• Interpreters were used where needed

• Rights discussed at review

• Evidence that advocacy options were provided

MEASURING OUTCOMES - Client surveys demonstrate they know how 
to provide feedback & they feel respected, complaints data trends and 

no evidence of disadvantage when a complaint has been made



Standard 1 – The Person
• Supported decision – making

SYSTEM

• Policy articulates supported decision making

• Guidance to staff on how to assess capacity effectively and 
respectfully

• Template fields that prompt the persons preferences

• Framework for documenting shared risk decisions

PRACTICE

• Client goals are written in their own words (reflect them)

• Documentation of options explained & alternatives explored

• Documentation of supporter involvement (where applicable)

• Evidence of reviewing the decisions

MEASURING OUTCOMES – Care plan audits – goals reflect persons 
priorities, risk discussions documented proportionate to risk and 
examples of modification of service based on client preference



Standard 1 – The Person
Dignity of Risk balanced with safety

SYSTEM

• Policy referencing dignity of risk

• WHS procedures that align with rights based care

• Risk assessment tools that enable shared discussion

• Escalation to get expert advise where needed

PRACTICE

• Structured documentation for higher risk decisions

• Records of mitigations strategies implemented and 
expertise provided where needed

• Evidence that you’ve got a plan to review risk and it’s 
actioned

• Documentation where services were declined due to 
unacceptable risk to staff and including the reasoning

MEASURING OUTCOMES – Review risk assessing trends – ie reduced risk averse 
decisions. Incident reports have follow up actions that demonstrating learning 

and improvement. Case conferences, team meeting minutes or clinical 
governance meetings exploring complex risk decisions.



Standard 1 – The Person
Cultural Safety and Inclusion

SYSTEM

• Diversity and inclusion policy

• Training records (plan and confirmation) Cultural awareness

• Access to interpreters

• Partnerships with culturally appropriate services

PRACTICE

• Cultural preferences document on care plan and central point of 
truth

• Lifestyle, identity and religious preferences recorded & 
embedded in plan

• Documentation of cultural considerations applied to 

decisions

MEASURING OUTCOMES – Feedback from diverse clients, complaints trends 



Standard 1 – The Person
Respectful, safe and Person Centred

SYSTEM

• Person centred tone - policies, procedures and other documents

• Code of Conduct & Statement of Rights embedded

• Training – Person Centred practice, communication strategies, 
trauma informed practice

PRACTICE

• Incident management demonstrates respectful and person centred 
approach and response

• Changes made following client feedback (and documented)

• Evidence of effective communication and de-escalation strategies

MEASURING OUTCOMES – Feedback and complaints how many substantiated 
reports do you receive – of the others what have you learnt? Consumer voice – 

feedback. And feedback that people feel safe and heard.



Standard 1 – The Person
Complaints and feedback

SYSTEM

• Complaints Management – policy & procedure aligned with The 
Act

• Visible process – website, welcome pack etc

• Clear escalation process

• Reporting to Board/Committee of Management/ Governance on 
complaints themes and actions

PRACTICE

• Logs with actions  documented & reviewed

• Evidence of closing the loop with the complainant

• Learning and improvement 

• Staff training and support to value feedback 

MEASURING OUTCOMES – Complaint themes reducing over time. Demonstrated 
improvement from complaints investigations. People are confident providing 

feedback and complaints.



Standard 1 – The Person
Workforce Capability

SYSTEM

• Training plan and register 

• Induction checklist includes The Standards and lays out key 
elements of Standard 1 – The person

• Supervision checks in on staffs understanding of person-centred 
practice, rights, dignity of risk etc

PRACTICE

• Informal day to day observations & support for staff development

• Staff performance reviews, referencing practice approach

• Team meetings, case conferences discussing practice – eg

Dignity of risk, safety, respect

MEASURING OUTCOMES – Staff surveys and check ins to understand staffs 
confidence and competence in balancing rights and WHS. Documentation that is 

accurate, professional, positive and person centred.



Person Centred, consumer focussed

Training that 
builds person 

centred 
practice

Our outward 
facing 

communication 
demonstrates it

Our person 
facing 

information – at 
every touchpoint 
is person centred 

– forms, info 
sheets, website 

etc

We review 
our docs 
with this 

lens 



Standard 1 – The Person
Top tips – make it scalable

SYSTEM

• You don’t need a million policies but you need policies that include all 
the key elements of the new Standards and the Act. 

• Don’t add new documents for the sake of it, integrate – retire the old 
and keep them succinct so people can reference them

• Documents that you can’t demonstrate being “live” are no good

PRACTICE

• Your managers are in that role to observe, coach, embed practice and 
lead – make sure they are doing this day to day and in formal ways too.

• Listen to your staff and get them involved, they are the experts.

•  Review and refine - CONTINUNUOUS IMPROVEMENT

focus always

• Don’t overcomplicate – reflect on why?

MEASURING OUTCOMES – Make sure your systems and processes SERVE you and 
the outcomes you need to achieve for older people and to meet your obligations. 



Demonstrating Statement of Rights

How will you check in that you are demonstrating your obligations?u
STARTING
✓ Welcome Packs include the statement of rights
✓ Signed acknowledgment that the Statement of Rights ahs been provided
✓ Care plan section confirming the discussion occurred
✓ Record of an interpreter used where relevant
✓ Translated versions provided where needed

STRONGER
✓ File notes that staff explained in plain language – or answered a specific question
✓ Documented discussion at assessment, commencement at service or review
✓ Goals linked to rights
✓ Record that the client was asked if they had questions
✓ Evidence of conversation about support decision making

EXAMPLE
SOR was explained using plain English. Client confirmed their 
understanding, asked about the complaints process.



Demonstrating Statement of Rights

SUPPORTING DOCUMENTS
✓ Policy and procedures that include Statement of Rights
✓ Easy read versions
✓ Translated material
✓ Translator policy and procedure
✓ Large print and audio versions

OTHER EVIDENCE
✓ Posters displayed across your service
✓ Rights referenced in care plans or other notes
✓ Rights referenced in your complaints policy and other information available to older people
✓ Consumer surveys reflecting Rights
✓ Rights discussions in case conferences 
✓ Staff induction records
✓ Staff training records
✓ Team meeting minutes
✓ Supervision discussions
✓ Blitz – staff actively discussing rights with consumers

EXAMPLE
Triangulation of evidence in policy, website, information provided to 
consumer, documented discussion in file, team meeting discussion 
during case review and refresher training due to gaps identified.



Auditing the Strengthened Standards

• What do you need to add to your internal 

auditing to assure that you are meeting the 

Standards?

• You have to check things are working 

anyway – create them as mini audits and 

add them to your internal audit activity

• We will cover this more at a future session

Source: Aged Care Quality and Safety Commission website 
agedcarequality.gov.au



The New Standards

Source: Aged Care Quality and Safety Commission website 
agedcarequality.gov.au

Category 3 providers – internal audits should 
give you a picture of

✓ Demonstrating person centred practice

✓ Being compliant with DEX requirements

✓ demonstrate an understanding of the 
Statement of Rights & embedding it in 
practice

✓ demonstrate Quality of Care

✓ demonstrate Continuous Improvement



Check - Complaints and Feedback
• A transparent and effective system must be in place

• Annual reporting requirement

• Log of complaints and actions taken

• Evidence that people know where to communicate complaints & 

that it is person centred/consumer friendly

Question:
What is one way you currently capture 

feedback?



Complaints & feedback
• Vital that peoples voice is heard

• Part of the safeguarding and assurance process

• You must have an effective complaints and feedback system, 
centralised and linked to your continuous improvement 
activities

• Systems, processes must provide oversight from your leaders, 
including your Board

• You must ensure that people know how to provide feedback 
and make a complaint

• Track and trend your complaints and the actions you take to 
address issues and improve

• Create a culture where feedback is welcome and addressed



What questions could you ask in an audit for 
Complaints and feedback?

• If you were an an outsider what would you need to see to ensure that Complaints 
and feedback process was working at your organisation?

• List some questions or point you would be checking



Your openness and processes for 
feedback supports Person Centred Care

Source: Quality Service Improvement sample



My actions from today

• What needs to be added to our Continuous 
Improvement plan

• Now let’s rank them in order of priority

• What actions do I need to take in my role 
1. this week,
2. by the end of March 
3. before June 30?



What can I access in preparation for the 
New Standards ?

• Keep across things easily by accessing the Eastern Sector Development updates 
https://www.esdt.com.au/agedcarereform.html 

• The strengthened standards
https://www.agedcarequality.gov.au/providers/reform-changes-providers/strengthened-
quality-standards  

•  Draft Evidence Mapping Framework 
https://www.agedcarequality.gov.au/sites/default/files/media/strengthened-aged-care-
quality-standards-evidence-mapping_0.pdf 

•  The Aged Care Act
https://www.legislation.gov.au/C2024A00104/latest/text

•  Statement of Rights

https://www.agedcarequality.gov.au/providers/reform-changes-providers/statement-rights 
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Useful resources
• Statement of Rights fact sheet and Easy Read 

https://www.health.gov.au/resources/publications/a-new-aged-care-act-for-the-rights-of-

older-people

• Code of Conduct

https://www.agedcarequality.gov.au/for-providers/code-conduct 

• Aged Care Quality. Sector performance

https://www.agedcarequality.gov.au/news-publications/reports/sector-performance 

• Serious Incident Scheme, Guidelines for providers of home services 

https://www.agedcarequality.gov.au/sites/default/files/media/acr_shs_003_sirs_home_se

rvices_provider_guidelines_0.pdf 
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Useful resources
• Provider resources

https://www.health.gov.au/our-work/aged-care-act/resources/providers

• Communication toolkit https://www.ssdconnect.org.au/communications-kit

• Standard 1 – provider fact sheet

https://www.agedcarequality.gov.au/sites/default/files/media/standard-1-the-

person-provider-fact-sheet.pdf

• Working in Aged Care – A guide for workers about the new Aged Care Act and 

resources to help you

 https://www.health.gov.au/sites/default/files/2025-06/working-in-aged-care-a-

guide-for-workers-about-the-new-aged-care-act_0.pdf  
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Beth Scott

Principal Consultant

     0421 425 634

     beth@qualitysi.com.au

     www.qualityserviceimprovement.com.au

Your feedback is valued and important –  please tell 

us what was helpful, what you loved, what could 

have been done better and what you need for next 

session –  I  am here to support you.

THANK YOU

http://www.qualityserviceimprovement.com.au/
http://www.qualityserviceimprovement.com.au/
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