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Resolving incidents — Aged care and home care providers

Resolving incidents for aged care and home care clients involves a systematic approach to ensure
their safety, well-being, and satisfaction. Here are some key steps to follow:

1. Immediate response

e Ensure the safety and well-being of the aged care or home care client and any other
individuals involved

e Provide first aid or medical assistance if required

e Notify relevant personnel, including supervisors, managers, or care coordinators, of
the incident

2. Incident investigation

e Gather information about the incident, including details of the event, any
contributing factors, and potential root causes

e Interview the client, care staff, and any witnesses to gather their perspectives

e Review relevant documentation, such as incident reports, care plans, and support
logs

3. Corrective action and follow-up

e Develop and implement a corrective action plan to address the root causes of the
incident, which may include changes to care strategies, staff training, or
environmental modifications

e Monitor the effectiveness of the corrective actions and make adjustments as needed

e Communicate the outcomes of the incident investigation and corrective actions to
the aged care or home care client, their family, and other relevant stakeholders,
adhering to the principles of open disclosure

4. Review and update care strategies

e Review the client's care plan and make any necessary changes to ensure their
ongoing safety, well-being, and satisfaction, in line with the Aged Care Quality
Standards

e Engage the client and their family in the care planning process to ensure their needs
and preferences are considered

e Monitor and evaluate the effectiveness of care delivery to support continuous
improvement

5. Incident reporting and compliance
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e Report the incident and its resolution to the appropriate regulatory bodies, such as
the Aged Care Quality and Safety Commission or relevant state/territory authorities,
if required

e Ensure compliance with relevant aged care standards and guidelines, such as the
National Safety and Quality Health Service Standards for Aged Care Providers and
the Aged Care Quality Standards

6. Continuous improvement

e Reflect on the incident and its resolution to identify any lessons learned and
opportunities for improvement, as part of an ongoing quality improvement process

e Share the lessons learned with other staff members to prevent similar incidents in
the future

e Incorporate feedback from clients, their families, and staff to drive improvements in
care delivery
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