Residential Aged Care Support Services – RACSS
“Bridging the Gap”	

Vision
To help create a harmonious environment in a Residential Aged Care setting through our services. 
Mission
Achieve our vision through enabling better communication between resident families and the care provider, as well as providing services that support staff and management to deliver best possible care. 

Customer
Resident and/or Resident Families 
· Families that are yet to enter Residential Aged Care, both respite and permanent that want to be proactive in learning about what to expect in a RAC setting in terms of care, clinical concerns, and day to day activities. Creating realistic expectations. 
· Families that already have a family member in a Residential Aged Care facility that have some concerns about the care of their loved one(s) and want to seek third party advice and support to assist them with their concerns. 
· Families that are willing to outsource additional Diversional Therapy programs to add to their loved one(s) daily schedule in RAC to help promote their quality of life. 

Residential Aged Care Facility
Facilities that are requiring support in any of the following areas:
· Interim Contracts for RNs/CN/CNM hours: to cover for leave or required hours.
· Clinical Assessments and Care Planning support
· Quality Indicators Data Analysis Support
· Incident Analysis Support 
· Clinical Auditing and Analysis (Auditing tools as per Facility documentation)
· Inventory Management: clinical supplies 
· Staff education: Specialize in helping to develop New ENs/RNs 







Clinical Support 
1. Audits and Action recommendations
2. Quality Indicator – analysis 
3. Site supplies inventory management 
4. Care plan – Review, update, and communication to staff. 
RN Cover
1. Planned bookings – week or fortnight bookings only.
2. Contract bookings – extended period bookings
Family Support
1. [bookmark: _Hlk114135359]Care Review – Maintain adequate and sufficient awareness on family member’s plan of care and medications. 
2. Permanent/Respite Residential admission understanding clinical expectations – Help families prepare for what to expect when their family member is permanently admitted to RAC. Assist to prepare for a smooth clinical transition in to care respite care.
3. Diversional Therapy – Privately hire a nurse/support professional to provide diversional therapy in promoting better quality of life for a loved one in residential care. 

Details
Clinical Support 
The role of the Clinical Nurse Manager is responsible and accountable to a multitude of tasks that is often overwhelming, so much so that Clinical Nurse Manager Roles in Residential Aged Care has a very high turnover of staff due to high levels of stress from working longer hours than contracted, coupled with the never ending anxiety of a Quality Audit that is always around the corner, resulting in further pressure to the site and organization as a whole, both clinically and financially.  
Our service aims to bridge the gap by allowing the Clinical Nurse Manager and Staff to have more time in focusing on the most important aspect of the role which is the service delivery of care and customer relationship with the resident and family. 

1. Audit, Analysis and Action Recommendations – Service aims to assist and support the CNM in completing necessary audit(s) with analysis as required by site, where in the CNM will only have to read the content and adjust information as needed (document provided will be fully editable by CNM) and adapt Action recommendations that is practical for site. 
2. Quality Indicator Analysis – Service aims to assist and support the CNM in collecting Data and Completing an Analysis with Action recommendations as required by site. (Document provided will be fully editable by CNM)
3. Site supplies inventory management – Service aims to ensure that the clinical supplies are accurate to resident case mix needs, supporting staff through readily available and consistent equipment, resulting in effective and efficient service. 
4. Care Plan – Service aims to assist in reviewing and updating care plans as required by RACF, complete assessments, review charts and documentation.

RN Coverage – Workforce shortage is the highest concern in RAC, especially with RNs, CNs, and CNMs. 
RACF can contract with service to have RN coverage for the facility for an agreed period, where agreement can be extended if required. 
1. Planned coverage – Bookings done within a week, fortnight, and/or month. 
2. Contract Bookings – Bookings that are 3 months and over, with set number of shift(s), and/or hours. 

Family Support 
The main ‘why’ for the service is to bridge the gap between the “Client” which we consider as the Resident and Family, and the RACF. We envision better relationships between both parties through the services that we provide.  
1. Care Review – Service aims to assist families to have a better understanding of the Care of their family member in a RACF, broadening the understanding of how a clinical and every day care is developed and provided. Resulting in having a deeper insight in to the care planning and Implementation process, supporting families to have a stronger and practical comprehension of care in a RACF setting. 
2. Respite clinical admission requirements – Service seeks to support families that are new to or require assistance in RAC respite admissions to go as smoothly as possible and minimize if not negate risks that can be involved in RACF respite admissions. 
3. [bookmark: _Hlk130808236]Permanent admission: clinical understanding and expectations – Service aims to provide support and assistance to families looking to admit a family member into residential permanent care, service will assist to prepare families on what to expect, what clinical documentations, equipment and belongings to make ready that can help with the admission process. As required Service can also communicate and provide handover to aid RACF in understanding their new resident, creating a safer and smooth admission process. 






Policy and Procedures

Clinical Support (CNM’s Assistant)

Audits and Action recommendations
1. [bookmark: _Hlk114215218]Site to complete booking request form. 
2. Service will complete clinical site Audit and Analysis. All audit documentation tools used will be site/organization’s standard documents, unless requested otherwise. 
3. Findings and analysis will be completed by service and provided to site for review and action where applicable.
4. Site will be responsible to complete actions recommended from audit findings and recommendations.
5. Service can assist in implementation and action from audit findings, should the site require the assistance. This will be with added fee charges. 

Quality Indicator – analysis 
1. Site to complete booking request form. 
2. Service will complete Quality Indicator Audit and Analysis 
3. Findings and analysis will be completed by service and provided to site for review and action where applicable.
4. Site will be responsible to complete actions recommended from audit findings and recommendations.
5. Service can assist in implementation and action from audit findings, should the site require the assistance. This will be with added fee charges. 

Site supplies inventory management 
1. Site to complete booking request form. 
2. Service will complete an initial inventory audit.
3. Initial Inventory will be discussed with site to determine average amount of clinical supplies needed per week, fortnight, and monthly basis.
4. Service will assist to maintain clinical supply availability for staff to be able to efficiently and effectively function on a day-to-day basis by regularly checking and restocking inventory, assist with re-ordering of stocks where applicable. 
5. Site will determine the regularity of the service’s visits to maintain inventory supplies. 




Care planning and Assessments
1. Site to complete booking request form. 
2. Service will assist site in completing Care Plans; assisting to review Chartings and Complete Assessments.
3. Provide report to site after completion. Repost will be a one-page summary of the updated Care Plan based on the assessments completed. 
4. All documentation used to assess residents will be site/organization’s standard documents. 

RN Cover 
1. Site to contact via phone or email for metro one shift/short period cover (5 or less shifts). 
2. For Extended Period or Regional Bookings site to contact Service and complete a booking request form via phone or download from website and email to service.
3. Service to contact site for confirmation. 
4. RN to cover allocated shift(s) as required, can be contract for an extended period or booked for one shift only.
•	Hourly rates are exclusive of GST.
•	Minimum of 4-hour shift
•	Cancellations must be made 120 minutes before shift start
•	Late cancellations will require the minimum 4-hour shift payment
*Regional Bookings – Expenses of travel and accommodation will be covered by facility. Cover will need to be at least 5 shifts. Cancellation of booking must be made 24 hours before shift start.  









Family Support
Care Review 
1. [bookmark: _Hlk130983263]Client to complete a booking request form.
2. Service will contact and confirm service with client.
3. Client to complete a disclosure of information form to allow sharing of information of their loved one(s) in RAC. 
4. Service will contact RACF and request and/or collect documents such as Care Plan and other Vital Information (ie. Incidents, Wounds, Nutrition, Medication, GP information etc.) that is currently affecting care and quality of life for resident.  
5. Meet with Client to discuss findings and work with Client to create a better understanding on how to approach their concerns and manage their expectations. 
6. Service ends here unless request for further support. This will be with added fee charges.

Respite clinical admission requirements
1. [bookmark: _Hlk130808264]Client to complete a booking request form.
2. Service will contact and confirm service with client.
3. Client to complete a disclosure of information form to allow sharing of information of their loved one(s) that is/are about to be admitted into RAC as respite. 
4. Client to send as much information to service as possible, such as Support Plan, current Medication List, recent Discharge Letters etc.
5. Service will contact GP, Hospital if recently/currently admitted, Chemist (If applicable), and other Community Services, to ensure all information are congruent, assist to sort out congruency of care.  
6. Complete an online or over the phone assessment of care needs for resident coming in to care, using Respite Summary of Care form. 
7. Communicate all necessary documentation to RACF and do a Clinical Handover prior to admission. 
8. Notify Client – update all tasks completed. Organize to meet with Client for handover. 
9. Service ends here unless request for further support. This will be with added fee charges.

Permanent admission: clinical understanding and expectations
1. Client to complete a booking request form.
2. Service will contact and confirm service with client.
3. Client to complete a disclosure of information form to allow sharing of information of their loved one(s) that is/are about to be admitted into RAC as respite. 
4. Client to send as much information to service as possible, such as Support Plan, current Medication List, recent Discharge Letters etc.
5. [bookmark: _Hlk130808466]Service will contact GP, Hospital if recently/currently admitted, Chemist (If applicable), and other Community Services, to ensure all information are congruent, assist to sort out congruency of care.  
6. Complete an online or over the phone assessment of care needs for resident coming in to care, using Permanent Admission Summary of Care form. 
7. Communicate all necessary documentation to RACF and do a Clinical Handover prior to admission. 
8. Notify Client – update all tasks completed. Organize to meet with Client for Discussion of Care and Expectations.  
9. Service ends here unless request for further support. This will be with added fee charges.

Diversional Therapy 
1. Client to complete a booking request form. Or Contact via Phone or email. 
2. Service will contact and confirm service with client.
3. Client to complete a disclosure of information form to allow sharing of information of their loved one(s) in RAC. 
4. Service will contact RACF and request and/or collect documents such as Care Plan and other Vital Information (ie. Incidents, Wounds, Nutrition, Medication, GP information etc.) that is currently affecting care and quality of life for resident.  
5. Meet with Client and/or resident to discuss Appropriate therapy plan and Expected Outcomes, can be online, over the phone, or in person. What ever is convenient.  
6. Employee assigned to client will commence support visits as per agreed times and days. 
7. Employee will implement activities, accompaniment, and support as per plan. Continue to observe changes and notify Supervisor or Manager to dynamically adjust plan as required. 
8. Service will automatically end if resident supported has passed on, or if written notification of termination of service from client is received. 
Accompany Support – for appointments. 
1. RACF or Client to complete a booking request form. Via phone or Email. 
2. Service will contact and confirm service with client.
3. Client to complete a disclosure of information form to allow sharing of information of their loved one(s) in RAC. If applicable. 
4. Service will contact RACF and request and/or collect documents such as Care Plan and other Vital Information (ie. Incidents, Wounds, Nutrition, Medication, GP information etc.) that is currently affecting care and quality of life for resident.  As required. 
5. Meet with Client at RACF, accompany until appointment is completed. 
6. There will be a minimum of 4 hours charge fee. 



[bookmark: _Hlk130894084]Booking Request Form - RAC Facility

	[bookmark: _Hlk130894151]Facility Name 
	

	Contact Person
	

	Contact Number 
	

	Email 
	

	Facility Address
	



How can we assist you? 
	Code
	Booking Request for 
	Tick box

	1
	Extended Period RN cover 
	

	2
	Regional RN cover
	

	3
	CNM Support 
	

	4
	Accompany Support
	



	RN Cover 
	Duration (Ex. 2 weeks) 
	Shift Details (Ex. 10 Shifts, mixed PM and nights) 

	Extended Period (Metro) 
	
	

	Regional Cover
	
	

	Accompany Support
	
	



	CNM Support  
	Tick box
	Details or Comments

	Audits and Analysis 
	
	

	Care Planning and Assessments
	
	

	Quality Indicator Analysis 
	
	

	Inventory Management Support
	
	



· Hourly rates are exclusive of GST.
· Minimum of 4-hour shift
· Cancellations must be made 120 minutes before shift start
· Late cancellations will require the minimum 4-hour shift payment
· Regional Bookings – Expenses of travel and accommodation will be covered by facility. Cover will need to be at least 5 shifts. Cancellation of booking must be made 24 hours before shift start. 
· Extended Period bookings – must be at least 5 shifts 

Booking Request Form – Families 
	Name 
	

	Phone Number 
	

	Email Address 
	



	[bookmark: _Hlk130894647]Tell us about you
	Tick box 
	Any additional details? 

	Do you have a family member going in to care? 
	
	

	Are you going in to care? Or thinking about going in to care? 
	
	

	Do you have a family member currently in Residential Aged Care? 
	
	



How can we Help you? 
	Our services 
	Tick box 
	Tell us a brief idea about your concerns

	Care Review Support 
	
	

	Respite Admission Support
	
	

	Permanent Admission Support
	
	

	Accompany Support – Accompany your loved ones for appointments.
	
	



· Care Review – Service aims to assist families to have a better understanding of the Care of their family member in a RACF, broadening the understanding of how a clinical and every day care is developed and provided. 
· Respite clinical admission requirements – Service aims to support families that are new to or require assistance in RAC respite admissions to go as smoothly as possible and minimize if not negate risks that can be involved in RACF respite admissions. As required Service can also communicate and provide handover to aid RACF in understanding their new resident, creating a safer and smooth admission process. 	
· Permanent admission: clinical understanding and expectations – Service aims to provide support and assistance to families looking to admit a family member into residential permanent care. Service will assist to educate families on what to expect, what clinical documentations, equipment and belongings to make ready that can help with the admission process. As required Service can also communicate and provide handover to aid RACF in understanding their new resident, creating a safer and smooth admission process. 	
· Accompany Support – For Residents in RACF that need to attend important medical or social appointments that require support. 

Consent to obtain and share Information

	Name of Person giving consent 
	

	Relationship to Resident
	

	Are you the EPOG? 
	



	Name of Resident
	

	Name of Facility 
	

	Facility contact number
	

	Facility email 
	

	GP Practice contact details
	

	Pharmacy contact details
	



I give permission for MacBen Pty Ltd – Residential Aged Care Support Services, to obtain and share information between the RACF, GP Practice, Pharmacy and other related services that relate to the care of the above mentioned RACF Resident. 


Signature: ___________________________
Date: _______________________________


MACBEN Pty Ltd. 
