Heritage Lifecare (GHG) Limited - Brookhaven

Introduction

This report records the results of a Certification Audit of a provider of aged residential care services against the Nga Paerewa
Health and Disability Services Standard (NZS8134:2021).

The audit has been conducted by The DAA Group Limited, an auditing agency designated under section 32 of the Health and
Disability Services (Safety) Act 2001, for submission to the Ministry of Health.

The abbreviations used in this report are the same as those specified in section 0.4 of the Nga Paerewa Health and Disability
Services Standard (NZS8134:2021).

You can view a full copy of the standard on the Ministry of Health’s website by clicking here.

The specifics of this audit included:

Legal entity: Heritage Lifecare (GHG) Limited

Premises audited: Brookhaven

Services audited: Rest home care (excluding dementia care); Dementia care
Dates of audit: Start date: 4 September 2023 End date: 5 September 2023

Proposed changes to current services (if any): None

Total beds occupied across all premises included in the audit on the first day of the audit: 69
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Executive summary of the audit

Introduction

This section contains a summary of the auditors’ findings for this audit. The information is grouped into the six sections contained
within the Nga Paerewa Health and Disability Services Standard:

0 tatou motika | our rights

hunga mahi me te hanganga | workforce and structure
nga huarahi ki te oranga | pathways to wellbeing

te aro ki te tangata me te taiao haumaru |
te kaupare pokenga me te kaitiakitanga patu huakita | infection prevention and antimicrobial stewardship
here taratahi | restraint and seclusion.

person-centred and safe environment

As well as auditors’ written summary, indicators are included that highlight the provider’s attainment against the subsection in each
of the sections. The following table provides a key to how the indicators are arrived at.

Key to the indicators

Indicator

Description

Definition

Includes commendable elements above the required
levels of performance

All subsections applicable to this service fully attained
with some subsections exceeded

No short falls

Subsections applicable to this service fully attained

Some minor shortfalls but no major deficiencies and
required levels of performance seem achievable without
extensive extra activity

Some subsections applicable to this service partially
attained and of low risk
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Indicator | Description Definition

Some subsections applicable to this service partially
attained and of medium or high risk and/or unattained
and of low risk

A number of shortfalls that require specific action to
address

Maijor shortfalls, significant action is needed to achieve Some subsections applicable to this service unattained
the required levels of performance and of moderate or high risk

General overview of the audit

Brookhaven Rest Home are certified to provide rest home level care for up to 92 people, which include 51 rest home beds, and 41
rest home level dementia care beds. The dementia beds are divided into separate 27 bed and 14 bed units.

This certification audit process was conducted against the Nga Paerewa Health and Disability Services Standard (NZS 8134:2021)
and the contracts with Te Whatu Ora — Health New Zealand Waitaha Canterbury (Te Whatu Ora Waitaha Canterbury). It included
review of policies and procedures, review of residents’ and staff files, observations, and interviews with residents and whanau,
governance representatives, staff, two general practitioners, and an independent resident advocate.

The facility is managed by a facility manager experienced in the health and disability sector, supported by a clinical services
manager and a unit coordinator, who are both registered nurses. Residents and whanau were complementary about the care
provided.

No areas for improvement were identified during the audit. Strengths of the service include:

. The length of service of many of the employees.
. The cultural diversity of the staff team.
. The quality of the activities and diversional therapy programs.
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O tatou motika | Our rights

Includes 10 subsections that support an outcome where people receive safe services of an
appropriate standard that comply with consumer rights legislation. Services are provided in a
manner that is respectful of people’s rights, facilitates informed choice, minimises harm,

Subsections
applicable to this

o . service fully attained.
and upholds cultural and individual values and beliefs.

Organisational and facility-based systems are in place to ensure Maori and Pasifika world views of health in service delivery would
be supported for any Maori or Pasifika residents and their whanau. A goal of the service is to provide equitable and effective
services based on Te Tiriti 0 Waitangi and the principles of mana motuhake.

Residents and their whanau are informed of their rights according to the Code of Health and Disability Services Consumers’ Rights
(the Code) and these are upheld.

Personal identity, independence, privacy and dignity are respected and supported. Residents are safe from abuse. Residents and
whanau receive information in an easy-to-understand format and feel listened to and included when making decisions about care
and treatment. Open communication is practised. Interpreter services are provided as needed.

Whanau and legal representatives are involved in decision making that complies with the law. Advance directives are followed
wherever possible.

Information on how to make a complaint is readily available and all concerns raised have been responded to promptly and in an
appropriate manner.
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Hunga mahi me te hanganga | Workforce and structure

Subsections
applicable to this
service fully attained.

Includes 5 subsections that support an outcome where people receive quality services
through effective governance and a supported workforce.

The governing body assumes accountability for delivering a high-quality service. This includes supporting meaningful inclusion of
Maori in governance groups, honouring Te Tiriti o Waitangi and reducing barriers to improve outcomes for Maori and people with
disabilities. Planning ensures the purpose, values, direction, scope, and goals for the organisation are defined. Service
performance is monitored and reviewed at planned intervals.

The quality and risk management systems are focused on improving service delivery and care. Residents and whanau provide
regular feedback and staff are involved in quality activities. An integrated approach includes collection and analysis of quality
improvement data and identifies trends that lead to improvements. Actual and potential risks are identified and mitigated.

Adverse events are documented with corrective actions implemented. The service complies with statutory and regulatory reporting
obligations.

Staff are appointed, orientated, and managed using current good employment practices. Staffing is sufficient to provide clinically
and culturally appropriate care. A systematic approach to identify and deliver ongoing learning supports safe and equitable service
delivery.

Residents’ information is accurately recorded, securely stored and not accessible to unauthorised people.
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Nga huarahi Ki te oranga | Pathways to wellbeing

Includes 8 subsections that support an outcome where people participate in the development Subsections
of their pathway to wellbeing, and receive timely assessment, followed by services that are applicable to this
planned, coordinated, and delivered in a manner that is tailored to their needs. service fully attained.

When people enter the service a person-centred and whanau-centred approach is adopted. Relevant information is provided to the
potential resident/whanau.

The service works in partnership with the residents and their whanau to assess, plan and evaluate care. Care plans are
individualised, based on comprehensive information and accommodate any new problems that might arise. Files reviewed
demonstrated that care meets the needs of residents and whanau and is evaluated on a regular and timely basis.

Residents are supported to maintain and develop their interests and participate in meaningful community and social activities
suitable to their age and stage of life.

Medicines are safely managed and administered by staff who are competent to do so.
The food service meets the nutritional needs of the residents with special cultural needs catered for. Food is safely managed.

Residents are referred or transferred to other health services as required.

Te aro Ki te tangata me te taiao haumaru | Person-centred and safe environment

Includes 2 subsections that support an outcome where Health and disability services are Subsections
provided in a safe environment appropriate to the age and needs of the people receiving applicable to this
services that facilitates independence and meets the needs of people with disabilities. service fully attained.
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The facility meets the needs of residents and was clean and well maintained. There was a current building warrant of fitness.
Electrical and biomedical equipment has been checked and assessed as required. External areas are accessible, safe, provide
shade and seating, and meet the needs of people with disabilities and with dementia in the secure dementia units.

Staff are trained in emergency procedures, use of emergency equipment and supplies and attend regular fire drills. Staff, residents
and whanau understood emergency and security arrangements. Security is maintained, including in the secure dementia units.

Te kaupare pokenga me te kaitiakitanga patu huakita | Infection prevention and antimicrobial
stewardship

Includes 5 subsections that support an outcome where Health and disability service providers’
infection prevention (IP) and antimicrobial stewardship (AMS) strategies define a clear vision
and purpose, with quality of care, welfare, and safety at the centre. The IP and AMS
programmes are up to date and informed by evidence and are an expression of a strategy
that seeks to maximise quality of care and minimise infection risk and adverse effects from
antibiotic use, such as antimicrobial resistance.

Subsections
applicable to this
service fully attained.

The governing body ensures the safety of residents and staff through a planned infection prevention (IP) and antimicrobial
stewardship (AMS) programme that is appropriate to the size and complexity of the service. It is adequately resourced. An
experienced and trained infection control coordinator leads the programme.

The infection control coordinator is fully conversant with the role requirements as detailed in a role description.

Education in relation to infection prevention is ongoing and staff demonstrated good principles and practice. Staff, residents and
whanau were familiar with the pandemic/infectious diseases response plan and the required actions in case of such an event.

Aged care specific infection surveillance is undertaken at facility, regional and organisational levels, with follow-up action taken as
required.
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The environment is clean, well maintained and supports prevention and transmission of infections. With support from external
contractors, waste and hazardous substances are well managed. Laundry services are effective.

Here taratahi | Restraint and seclusion

Subsections
applicable to this
service fully attained.

Includes 4 subsections that support outcomes where Services shall aim for a restraint and
seclusion free environment, in which people’s dignity and mana are maintained.

The service is a restraint-free environment. This is supported by the governing body and policies and procedures. There were no
residents using restraint at the time of audit. A comprehensive assessment, approval, and monitoring process, with regular reviews,
is in place should restraint use be required in the future. A suitably qualified restraint coordinator manages the process.

Staff interviewed demonstrated a sound knowledge and understanding of providing least restrictive practice, de-escalation
techniques, alternative interventions to restraint, and restraint monitoring.
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Summary of attainment

The following table summarises the number of subsections and criteria audited and the ratings they were awarded.

Continuous Partially Partially Partially Partially Partially
Attainment Imorovement Fully Attained Attained Attained Low Attained Attained High Attained Critical
Rating P (FA) Negligible Risk Risk Moderate Risk Risk Risk
(€ (PA Negligible) (PA Low) (PA Moderate) (PA High) (PA Critical)

Subsection 0 27 0 0 0 0 0
Criteria 168 0 0 0 0 0

. Unattained Unattained Low Unattained Unattained High Unattained
Qg;;nme"t Negligible Risk Risk Moderate Risk Risk Critical Risk

g (UA Negligible) (UA Low) (UA Moderate) (UA High) (UA Critical)

Subsection 0 0 0 0 0
Criteria 0 0 0 0 0
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Attainment against the Nga Paerewa Health and Disability Services

Standard

The following table contains the results of all the subsections assessed by the auditors at this audit. Depending on the services
they provide, not all subsections are relevant to all providers and not all subsections are assessed at every audit.

There may be subsections in this audit report with an attainment rating of ‘not applicable’ which relate to new requirements in Nga
Paerewa that the provider is working towards. The provider will be expected to meet these requirements at their next audit.

For more information on the standard, please click here

For more information on the different types of audits and what they cover please click here.

Subsection with desired outcome Attainment | Audit Evidence
Rating
Subsection 1.1: Pae ora healthy futures FA Heritage Lifecare (HLL) has a Maori health plan which guides care

Te Tiriti: Maori flourish and thrive in an environment that enables
good health and wellbeing.

As service providers: We work collaboratively to embrace, support,
and encourage a Maori worldview of health and provide high-
quality, equitable, and effective services for Maori framed by Te
Tiriti o Waitangi.

delivery for Maori using Te Whare Tapa Wha model, and by ensuring
mana motuhake (self-determination) is respected. The plan has been
developed with input from cultural advisers and can be used for
residents who identify as Maori.

Heritage Lifecare (HLL) have introduced a Maori Network Komiti, a
group of Maori employees with a mandate to assist the organisation
in relation to its Te Tiriti o Waitangi obligations. The Maori Network
Komiti has a kaupapa Maori structure and involves people from the
clinical leadership group, clinical service managers, site managers,
registered nurses, and other care workers. The group provides
information through the clinical governance structure, and the HLL
cultural advisor attends board meetings.

Brookhaven Rest Home (Brookhaven) has links to the Rehua Marae,
with Maori residents accessing the services they provide. A
kaumatua is engaged to chair the independent resident meetings
that are held quarterly. The independent advocate can assist
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residents who identify as Maori to access te ao Maori, traditional
medicines, and tikanga. Maori residents are also enrolled with
Purapura Whetu, a kaupapa Maori health, wellbeing and social
service provider which provides a range of supports. A variety of
cultural activities and resources were available to strengthen and
embed tikanga, led by the diversional therapy team. During the audit,
Brookhaven had residents in the facility who identify as Maori and
staff worked with their whanau to ensure their cultural needs were
being met. There were staff who identified as Maori working at
Brookhaven, as well as in leadership positions across the wider
organisation.

The staff recruitment policy is clear that recruitment will be non-
discriminatory, and that cultural fit is one aspect of appointing staff.
There is a diversity and inclusion policy in place that commits the
organisation to uphold the principles of Te Tiriti o Waitangi and to
support HLL'’s drive for staff to have a beneficial experience when
working in the service. Education on Te Tiriti o Waitangi, M&ori
health and wellbeing, tikanga practices and te reo Maori is part of the
HLL education programme and has been delivered in 2023. The
education is geared to assist staff to understand the key elements of
service provision for Maori, including mana motuhake and providing
equity in care services.

Subsection 1.2: Ola manuia of Pacific peoples in Aotearoa

The people: Pacific peoples in Aotearoa are entitled to live and
enjoy good health and wellbeing.

Te Tiriti: Pacific peoples acknowledge the mana whenua of
Aotearoa as tuakana and commit to supporting them to achieve tino
rangatiratanga.

As service providers: We provide comprehensive and equitable
health and disability services underpinned by Pacific worldviews
and developed in collaboration with Pacific peoples for improved
health outcomes.

FA

The HLL response to Pasifika people works on the same principles
as Maori. A Pacific people’s health plan, and policy and procedure
around culturally safe care, diversity and inclusion has been
developed with input from cultural advisers that documents care
requirements for Pacific peoples to ensure culturally appropriate
services. The Fonofale model of care is utilised for Pasifika
residents. There were residents who identified as Pasifika in the
facility during the audit.

Heritage Lifecare Limited understand the equity issues faced by
Pacific peoples and are able to access guidance from people within
the organisation around appropriate care and service for Pasifika.
Members of the executive team identify as Pasifika, and they are in
leadership/educational roles. They assist the board to meet their Nga
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Paerewa obligations to Pacific peoples.

The recruitment and selection policy for the service supports the
recruitment and retention of Pasifika and increasing Pasifika capacity
by employing more Pasifika staff across differing levels of the
organisation. At the time of audit, a large proportion of the staff
employed at Brookhaven identified as Pasifika. Ethnicity data is
gathered when staff are employed, and this data is analysed at a
management and organisational level.

Brookhaven has links to the local Pasifika community through Pacific
food and cooking, local Pacific churches, and the connections of their
Pasifika workforce.

Subsection 1.3: My rights during service delivery FA The Code of Health and Disability Services Consumers’ Rights (the
Code) is displayed on posters in te reo Maori and English around the
facility. Brochures on the Code and the Nationwide Health and
Disability Advocacy Service are available.

The People: My rights have meaningful effect through the actions
and behaviours of others.
Te Tiriti:Service providers recognise Maori mana motuhake (self-

determination). Interviews with visitors, two general practitioners (GPs) and a visiting
As service providers: We provide services and support to people in allied health professional, said that staff are respectful and
a way that upholds their rights and complies with legal considerate of residents’ rights in line with the Code.

requirements. Residents interviewed, and family members that were spoken to,

confirmed that consumer rights were explained as part of the initial
admission process.

Regular residents’ meetings allow for the opportunity for residents to
express their preferences with respect to areas such as food,
activities and where they prefer to spend their time within the facility.
Whanau engagement is supported and encouraged both with respect
to visits to the facility and where possible taking family members out
for short periods, including in the two facility vehicles.

Maori mana motuhake or self-governance is acknowledged and
supported by the facility by fully engaging with Maori residents,
whanau and any Maori health workers involved, both on admission
and during their time at the facility. Any Maori residents at the facility
can express their personal cultural identity.
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Subsection 1.4: | am treated with respect

The People: | can be who | am when | am treated with dignity and
respect.

Te Tiriti: Service providers commit to Maori mana motuhake.

As service providers: We provide services and support to people in
a way that is inclusive and respects their identity and their
experiences.

FA

The facility supports residents in a way that is inclusive and respects
residents' identity and experiences. Residents and family/whanau,
including people with disabilities, confirmed that they receive
services in a manner that has regard for their dignity, gender,
privacy, sexual orientation, spirituality, choices, and independence.

All staff working at Brookhaven Rest Home are educated in Te Tiriti o
Waitangi and cultural safety and when discussed with the clinical
manager, staff understood what Te Tiriti o0 Waitangi means to their
practice. Residents identifying as Maori are offered choices to
connect with local iwi groups and there was a visit to a local marae
by one of the residents during the audit. Staff are encouraged to use
simple Maori words and phrases with residents wherever possible.

Examination of the clinical notes indicated that staff are aware of how
to act on residents’ advance directives, personal wishes and how to
maximise independence wherever possible. Residents verified that
they are supported to do what is important to them, and this was
observed during the audit and during the document review, where
care plans are individualised. Residents have personalised activities
that they can enjoy in the privacy of their own rooms, including
music. Residents in the dementia wing can join in with some of the
group activities in the main rest home lounge, such as the regular
visits by musicians and a weekly pre-school group. Residents that
prefer a less stimulating environment or experience can choose to
remain in a quieter area and engage in other meaningful activities.

Staff maintain and respect residents' possessions and privacy. All
residents have a private room and staff knocked and waited for a
response before entering.

Subsection 1.5: | am protected from abuse

The People: | feel safe and protected from abuse.

Te Tiriti: Service providers provide culturally and clinically safe
services for Maori, so they feel safe and are protected from abuse.
As service providers: We ensure the people using our services are

FA

Employment practices at Brookhaven Rest Home included reference
checking and police vetting. Policies and procedures outlined
safeguards in place to protect people from discrimination, coercion,
harassment, physical, sexual, or other exploitation, abuse, or
neglect. Workers follow a code of conduct. There was no evidence of
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safe and protected from abuse.

any form of abuse having occurred at this facility.

A holistic model of health is promoted at the facility with an
individualised approach that aims to achieve the best outcomes for
the residents. Staff interviewed understood the service’s policy on
abuse and neglect, including what to do should there be any signs of
such practice. All staff interviewed could define abuse and neglect
and processes they would follow to report any concerns.

Policies and procedures are in place that focus on abolishing
institutional racism, and there is a determination to address racism
should it arise. The facility has a multicultural workforce, and those
staff interviewed felt comfortable approaching the facility manager
with any concerns with respect to racism or bullying.

Those family members interviewed expressed satisfaction with the
services provided by Brookhaven Rest Home and stated that staff
were always respectful.

Subsection 1.6: Effective communication occurs

The people: | feel listened to and that what | say is valued, and | feel
that all information exchanged contributes to enhancing my
wellbeing.

Te Tiriti: Services are easy to access and navigate and give clear
and relevant health messages to Maori.

As service providers: We listen and respect the voices of the people
who use our services and effectively communicate with them about
their choices.

FA

Residents interviewed reported that communication is open and
effective, and they feel listened to. All family interviewed said that
they are comfortable raising concerns with staff and management
and stated that any issues were addressed to their satisfaction.

Information is provided in an easy-to-understand format including a
newsletter, which is emailed to family and residents. In addition,
there are residents’ meetings, and family/whanau meetings which
are led by the facility manager.

Changes to residents’ health status were communicated to residents
and their families/whanau in a timely manner. Incident reports
evidence family/whanau were informed of any events or incidents.
Documentation supported family/whanau or EPOA contact and that
contact with outside agencies has occurred when needed. Evidence
was sighted of referrals and involvement of other agencies involved
in the residents’ care when needed. The two contracted general
practitioners providing primary care described open communication
with whanau when there were changes to health status, and support
for active whanau engagement with residents as part of the care
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delivery when medical events occurred and at times when residents
were anxious or concerned about treatment options.

Brookhaven Rest Home has access to interpreter services and
cultural advisors/advocates if required.

Subsection 1.7: | am informed and able to make choices FA Residents and/or their legal representatives are provided with the
The people: | know | will be asked for my views. My choices will be information necessary to make_informed_ d_ecisic_)ns. R_e§idents a_md
respected When making decisions about my we.IIbeing If my whanau feel empt_)wereq o actively parhqpate In qu|S|on-mak|ng
choices cannot be upheld, | will be provided with inforrﬁation that and they.are p_rqwded with the. necessary information on which to
supports me to understana why base their deC|S|o.ns.lThe nursing apd care staff observed
Te Tiriti: High-quality services a.re provided that are easy to access _unc]eystand the principles and practlce of informed copsent ?nd.Of
and na\;igate Providers give clear and relevant messages so that individual preference, whether it be how they take their medications,
Cn : = . ) where they eat their meals, or the timing and extent of personal
individuals and whanau can effectively manage their own health, cares
keep well, and live well. :
As service providers: We provide people using our services or their Documentation sighted in the files reviewed in the dementia wings
legal representatives with the information necessary to make confirmed that the correct processes had been followed with respect
informed decisions in accordance with their rights and their ability to to obtaining informed consent from the residents, and from the
exercise independence, choice, and control. activated EPOA for health and welfare when appropriate.
Advance care planning, establishing and documenting enduring
power of attorney requirements and processes for residents unable
to consent are documented, as relevant, in the residents’ records
that were reviewed.
Subsection 1.8: | have the right to complain FA A fair, transparent, and equitable system is in place to receive and

The people: | feel it is easy to make a complaint. When | complain |
am taken seriously and receive a timely response.

Te Tiriti: Maori and whanau are at the centre of the health and
disability system, as active partners in improving the system and
their care and support.

As service providers: We have a fair, transparent, and equitable
system in place to easily receive and resolve or escalate complaints
in a manner that leads to quality improvement.

resolve complaints that leads to improvements. Complaints are
considered to include any dissatisfaction or concern someone raises.
This meets the requirements of the Code.

Residents and whanau understood their right to make a complaint
and knew how to do so. A complaint flowchart was provided to
residents and their whanau on admission. A complaints box and
complaint forms were available in the foyer and were available in
both English and te reo Maori. Documentation sighted showed that
there had been one complaint received so far this year, and three in
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2022. From discussion with the facility manager and staff about why
complaint numbers were low, it was explained that because the
facility manager’s office is in the reception area, they become aware
of issues as they arise, and can manage these before they develop
into a complaint.

The four complaints were reviewed, and all had been raised by
residents. They were all relating to minor issues, related to feedback
about the food or the behaviour of other residents. In each case the
complaint was entered into a register, which included details of the
complaint management process. Records show that each complaint
was managed in line with organisational policies, and a
comprehensive and timely complaint process is in place. There were
no open complaints on the day of the audit. There have been no
complaints received from any external sources, including funders,
over the past twenty months.

All complaints are recorded in the HLL quality reporting, which
includes analysis and benchmarking with other HLL facilities.
Ethnicity data is recorded as part of the complaint reporting process
to ensure the equity of the complaint management process.

Subsection 2.1: Governance

The people: | trust the people governing the service to have the
knowledge, integrity, and ability to empower the communities they
serve.

Te Tiriti: Honouring Te Tiriti, Maori participate in governance in
partnership, experiencing meaningful inclusion on all governance
bodies and having substantive input into organisational operational
policies.

As service providers: Our governance body is accountable for
delivering a highquality service that is responsive, inclusive, and
sensitive to the cultural diversity of communities we serve.

FA

Brookhaven Rest Home is part of the Golden Healthcare Group
(GHG), which was purchased by Heritage Lifecare Limited (HLL) in
2019. The GHG is a separate business entity, which maintains its
branding and business structure, while being governed by the HLL
board. The GHG general manager reports to the HLL chief
executive, who reports to the board. The governing body assumes
accountability for delivering a high-quality service through supporting
meaningful inclusion of Maori and Pasifika in governance groups,
honouring Te Tiriti o Waitangi and being focused on improving
outcomes for Maori, Pasifika, and tangata whaikaha.

Heritage Lifecare have a legal team who monitor changes to
legislative and clinical requirements and have access to domestic
and international legal advice. Information garnered from these
sources translates into policy and procedure.

Equity for Maori, Pasifika and tdngata whaikaha is addressed
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through the policy documentation and enabled through choice and
control over supports and the removal of barriers that prevent access
to information (e.g., information in other languages for the Code of
Rights and infection prevention and control). Heritage Lifecare
utilises the skills of staff and senior managers and supports them in
making sure barriers to equitable service delivery are surmounted.
The directors of HLL have undertaken the e-learning education on Te
Tiriti o Waitangi, health equity, and cultural safety provided by the NZ
Ministry of Health.

As with other GHG and HLL facilities, the c