Of 287 homes audited in the last year,
only 14 percent fully met the service
delivery standards. Over half (55 percent)
failed to meet criteria that the ministry
considered to be medium, high or critical
risk. A further 30 percent failed to meet
criteria considered by the ministry to be
low-risk.
Over half also failed to meet criteria in
the “safe and appropriate environment”
standards, which set requirements for
hygiene and physical safety. Thirty-one
percent of homes failed to fully meet
medium, high or critical risk criteria and
a further 29 percent failed to meet lowrisk criteria (see “Mandatory standards”).

Problems uncovered

Resting easy?
Many rest homes are
still falling short of
standards.
report: jessica wilson

N

orfolk Court Rest Home
claims to provide a “homely”
environment with happy,
trained staff. But a report
released to Consumer under the Official
Information Act shows this Dargaville
home has a history of problems. An
unannounced Ministry of Health
inspection in March 2009 found major
failings including abuse of residents
by other residents, short staffing and
scabies outbreaks.
Investigations by the Health and
Disability Commissioner in 2009 also
found major shortcomings in the care
provided to two residents at Norfolk
Court. Although the home was told
to improve, problems continued. A
surveillance audit in October 2010 found
the home had failed to implement all
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the corrective actions required from
previous audits. Staff training remained a
shortcoming, despite previous assurances
this was being addressed.
Norfolk Court isn’t the only facility
that’s falling short of rest home
standards. Our analysis of 287 homes
which have had certification audits over
the last 12 months shows just 7 percent
are meeting all required criteria. Of the
rest, 26 percent have minor shortfalls, 61
percent have more-than-minor shortfalls
and 6 percent have major shortfalls that
require significant action to fix (see our
“Audit results” Table).

Quality of care

Despite assurances from the government
that problems in the rest home sector are
being remedied, it’s hard to tell whether
much is improving.
Our analysis of certification audit
reports found most rest homes are still
failing to fully meet criteria in the
core “continuum of service delivery”
standards. The purpose of these standards
is to ensure that residents’ needs are
properly assessed and they receive services
appropriate to those needs.

According to the ministry, routine audits
show most rest homes fail to fully meet
just five percent of required criteria and
the majority of these are “low risk”. But
we’ve found these audits don’t necessarily
provide an accurate reflection of care.
Consumer recently obtained copies
of unannounced-inspection reports for
24 rest homes, including Norfolk Court.
The Ministry of Health carried out 12 of
the inspections in 2009 but the reports
were only released to us this year after
we complained to the Ombudsman about
the ministry’s decision to withhold
them (see “Rest home reports ordered
released”, page 7 of this issue). The
remaining 12 inspections have occurred
since January 2010.
Problems were found at all but
three of the 24 homes and “corrective
actions” were required (see our “Ministry
inspections” Table). Many of these
shortfalls had not been picked up in
routine audits.
Wellington’s Village at the Park is one
of the rest homes inspected in 2009. This
facility has had a string of complaints
dating back to at least 2005. A Health and
Disability Commissioner investigation
of a complaint made in 2006 found the
home had provided inadequate care
to a resident and had breached the
Code of Health and Disability Services
Consumers’ Rights.
The Ministry of Health subsequently
made an unannounced inspection in
November 2009 following a complaint
alleging residents were being mistreated.
The inspection found residents’ care was
not adequately managed and untrained
caregivers routinely staffed the Village’s
dementia wing. The home was required
to address these problems.
june 2011
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MINISTRY INSPECTIONS

ReST HOMeS

SuMMARY

SuBSeQuenT RePORTS

Eastcare Residential
Home, Hamilton

Inspection june 2009 found shortfalls in residents’ care
associated with inadequate stafﬁng and care planning.
Inspectors reported the facility was cold and there was a strong
smell of urine throughout the home. Required to implement
21 corrective actions.

Re-certiﬁcation audit in March 2010 found shortfalls in
meeting low-risk criteria in four standards (consumer
rights, organisational management, service delivery, and
safe and appropriate environment).

Huntleigh Home,
Wellington

Inspection november 2009 found some deﬁciencies in
service delivery, lack of cleanliness and there appeared to be
inadequate staff training. Required to implement 13 corrective
actions.

Re-certiﬁcation audit in May 2010 found shortfalls in
meeting moderate to high-risk criteria in four standards
(consumer rights, organisational management, service
delivery, and safe and appropriate environment).

Jervois Private Hospital
(Terra Nova Homes),
Auckland

Inspection november 2009 found facility had not provided
registered-nurse cover for all duties and caregiver absences
were not always ﬁlled. Required to implement two corrective
actions.

Re-certiﬁcation audit in March 2010 found shortfalls in
meeting moderate to high-risk criteria in three standards
(organisational management, service delivery, and safe and
appropriate environment) and low-risk criteria in restraint
standard. Results of 2011 surveillance audit pending.

Johnsonvale Home,
Wellington

Inspection September 2009 found instances of abuse of
residents by other residents, inadequate assessment of some
residents’ needs, and extremely high fall rate. Required to
implement 44 corrective actions.

Re-certiﬁcation audit in july 2010 found shortfalls in
meeting moderate to high-risk criteria in two standards
(service delivery, and safe and appropriate environment)
and low-risk criteria in the consumer rights and restraint
standards.

Kimihia Home and
Hospital, Huntly

Inspection March 2009 found physical abuse occuring
between residents and signiﬁcant shortfalls in standards of
care. Required to implement 25 corrective actions.

Re-certiﬁcation audit in December 2009 found minor
shortfalls in meeting criteria in four standards (consumer
rights, organisational management, service delivery, and
infection prevention and control).

Kintala Lodge Rest
Home, Hamilton

Inspection november 2009 following complaint from medical
centre about care. Found deﬁciencies in review and evaluation
of care plans and complaints management. Required to
implement 10 corrective actions.

Re-certiﬁcation audit in july 2010 found some minor
shortfalls in meeting low-risk criteria in service delivery
standard.

2009 INSPECTIONS

Norfolk Court Rest Home, Inspection March 2009 found signiﬁcant shortfalls in care
including abuse between residents, short stafﬁng and poor
Dargaville
infection control processes. Required to implement 27
corrective actions.

Surveillance audit in October 2010 found over 30 areas
requiring improvement including staff training and
complaints management. Results of 2011 re-certiﬁcation
audit pending.

Regency Home and
Hospital, Auckland

Inspection August 2009 found home did not reduce the risk of
potential harm for resident with high risk of falls and resident
with mental health problems.

Re-certiﬁcation audit in july 2010 found infection
prevention and control standard was not being met (since
remedied); shortfalls in meeting moderate to critical-risk
criteria in three standards (organisational management,
service delivery, and restraint) and low-risk criteria in the
consumer rights standard.

Rossmore Rest Home,
Auckland

Inspection january 2009 found signiﬁcant issues of concern
with service delivery, including inadequate staff training.
Required to implement 15 corrective actions.

Re-certiﬁcation audit in October 2010 found shortfalls in
meeting moderate to critical-risk criteria in three standards
(consumer rights, organisational management, and safe
and appropriate environment) and low-risk criteria in the
service delivery and infection standards.

Tui House, Auckland

Inspection February 2009 following complaint from ACC
relating to wrong medication given to resident. Report states
Ministry of Health is satisﬁed with corrective actions taken.

no subsequent audit of this facility.

Village at the Park,
Wellington

Inspection november 2009 found dementia wing routinely
staffed by untrained caregivers and residents’ care not
adequately managed. Required to implement 14 corrective
actions.

Re-certiﬁcation audit in March 2011 found shortfalls in
meeting moderate to critical-risk criteria in four standards
(organisational management, service delivery, safe and
appropriate environment, and restraint) and low-risk
criteria in the consumer rights and infection standards.

Wattle Downs Rest
Home, Whanganui

Inspection February 2009 found unacceptable levels of
care, insufﬁcient caregiver training and unsafe medicine
management. Required to implement 21 corrective actions.

Surveillance audit in October 2010 found 22 areas
requiring improvement.

»

GUIDe to “MINIStrY INSpeCtIoNS” tABLeS DAtA show details of unannounced inspections carried out by the Ministry of Health since January 2009. Key inspection findings have been
summarised. Full reports are available for free on www.consumer.org.nz.
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JUST 7 PERCENT
OF REST HOMES
AUDITED LAST
YEAR MET ALL
CRITERIA IN
MANDATORY
STANDARDS.

However, further complaints
were made in 2010, one leading to a
police investigation and a second to
an investigation by the Health and
Disability Commissioner. Consumer is
aware of past complaints about care at
this home that have never been formally
investigated.
Wellington’s Johnsonvale Home
was also inspected by the ministry

in September 2009. This home had
previously been certified in 2007 for a
period of three years. The unannounced
inspection found instances of abuse
of residents by other residents, lack of
assessment of some residents’ needs,
and a high incidence of falls. The home
told us it disagreed with some of the
inspection findings but implemented the
corrective actions required.

MINISTRY INSPECTIONS

ReST HOMeS

SuMMARY

SuBSeQuenT RePORTS

Brightwater Home,
Palmerston North

Inspection February 2011 found inadequate short-term care
planning, and inadequate infection prevention and control
to manage scabies outbreak. Required to implement 11
corrective actions.

Ministry of Health states progress is being monitored by
district health board.

Karina Rest Home,
Palmerston North

Inspection October 2010 found inadequate staff competency
and training, inadequate care planning, and complaints
management. Required to implement 25 corrective actions.

Ministry of Health states home is in the process of being
sold and progress is being monitored by district health
board.

Lyndswood Rest Home,
Wellington

Inspection October 2010 following complaint about care.
Complaint largely unsubstantiated but inspection found
inadequate assessment of a resident following the prescription
of psychotropic medications and shortfalls in record keeping.
Required to implement seven corrective actions.

Ministry of Health states progress is being monitored by
district health board.

Malvina Major
Retirement Village,
Wellington

Inspection August 2010 following complaint about care.
Found complaint unsubstantiated.

no subsequent audit of this facility.

Metlifecare Coastal
Villas, Paraparaumu

Inspection February 2011 found inadequate management
of pressure ulcers, medication given to a resident without a
prescription chart, lack of dressings and other equipment.
Required to implement 16 corrective actions.

Ministry of Health states progress is being monitored
by district health board.

Norfolk Lodge, Waitara

Inspection September 2010 following complaint about care.
Found complaint unsubstantiated.

no subsequent audit of this facility.

Ons Dorp Care Centre,
Auckland

Inspection May 2010 found inadequate management of
staff, insufﬁcient planning and delivery of services, underreporting of adverse events, and poor governance. Required to
implement 27 corrective actions.

Re-certiﬁcation audit in 2010 found signiﬁcant number
of shortfalls. Certiﬁcation period set at one year. new
manager has been appointed and results of 2011
surveillance audit pending.

Lindsay Unit, Ross
Home and Hospital
(Presbyterian Support
Otago), Dunedin

Inspection December 2010 found potentially serious
shortcomings in care planning, lack of training to manage
pressure ulcers, and inadequate adverse event reporting.
Required to implement 21 corrective actions.

Ministry of Health states progress is being monitored
closely by district health board and ministry. Results of
2011 surveillance audit pending.

St Andrews Village,
Auckland

Inspection October 2010 found resident received critical
injuries due to a breach of handling protocols; the event was
the third in a series of fall injuries sustained by the resident.
Required to implement six corrective actions.

Ministry of Health states all corrective actions have
been made.

Summerset by the Park,
Manukau City

Inspection july 2010 found inadequate complaints
management, inadequate care planning, and gaps in staff
training. Required to implement 16 corrective actions.

Ministry of Health states some corrective actions have been
completed. Progress is being monitored by district health
board.

West Harbour Gardens
Residental Care (Terra
Nova Homes), Auckland

Inspection june 2010 found inadequate complaints
management, no recorded staff education on challenging
behaviour, and no evidence of family involvement in care
planning. Required to implement four corrective actions.

Ministry of Health states all corrective actions have
been made.

Whangaroa Health
Services Trust, Kaeo

Inspection March 2010 following complaint about care. Found
complaint unsubstantiated.

no subsequent audit of this facility.

2010/2011 INSPECTIONS
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We say

Information disclosure

Limited access to audit and inspection
reports means it’s still extremely diﬃcult
for consumers to find out about problems
at rest homes and whether they’ve been
adequately dealt with. In June 2009, the
ministry began publishing summaries of
the reports. However, these summaries
frequently fail to record whether the
home has been the subject of a complaint
investigation.
Huntleigh Home in Wellington
and Rossmore Rest Home in Auckland
were inspected by the ministry in 2009
following complaints about standards
of care. Deficiencies were found at both
homes (see our “Ministry inspections”
Table). However, the summaries of
subsequent certification audits don’t
mention the complaints or the outcomes
of the unannounced inspections.
Where a complaint is recorded, details
can be sketchy. The ministry inspected
Brightwater Home in Palmerston North
in February 2011 after a complaint about
scabies and infection-control procedures.
The summary of the inspection report
published on the ministry’s website lists
11 corrective actions required by the home
but doesn’t describe the problems found.
The full inspection report released to us
under the Oﬃcial Information Act states
both residents and staff were diagnosed
with scabies in the previous six-month
period. While the inspection found the
facility’s overall care was “satisfactory”,
the home didn’t have adequate systems
in place to manage a scabies outbreak
and staff had not been trained in how to
control the disease.
Ombudsman David McGee has
criticised the information provided

AUDIT RESULTS

COMPLIAnCe
Meet or exceed all criteria
Meet all criteria
Minor shortfalls
More-than-minor shortfalls
Major shortfalls

NUMBER OF
REST HOMES

10
9
76
175
17

GUIDe to tABLe DAtA show our analysis of 287
certification audit reports published by the Ministry
of Health. The audits were carried out in 2010/11.
CoMpLIANCe is with the standards for rest home care.
Minor shortfalls indicate some low-risk criteria were only
partially met. More-than-minor shortfalls indicate that
some medium-, high- or critical-risk criteria were not met
or only partially met. Major shortfalls indicate that one or
more standard was not met.

ISSue 514

 Current regulation of rest homes isn’t
serving consumers well. Consumers
must have access to comprehensive
and transparent information about
quality of care, including information
about complaints.
 There must be an effective enforcement
framework to ensure problems are
remedied quickly. Enforcement action
should include meaningful penalties
for homes that consistently fail to meet
standards.
in the ministry’s summary reports as
incomplete because they don’t specify in
any detail what standards haven’t been
met and what steps are required to resolve
problems. “They do not contain the
detail ... which would enable consumers
to be more confident that they are
making a decision about the suitability
of a particular facility for themselves
or a family member with as much
information as possible,” he says.

Changes needed

Despite widespread publicity about the
problems occurring in the rest-home
sector, little has been done to address
gaps in consumer protection.
Many of the changes implemented by
the Ministry of Health have so far focused
on refining the existing audit system.
The criteria for rest home auditors have
been revised and the various responsible
agencies say they’re “sharing” more
information to identify at-risk homes.
Unannounced inspections are also
happening more often.
These steps are useful but major
gaps remain. Publication of complaints
and full inspection reports should be
automatic to ensure the public can have
confidence in rest home monitoring. This
isn’t happening.
When we last investigated rest
home care in 2009, we called for the
establishment of a central agency with
responsibility for the aged-care sector.
This agency must have a wide range
of enforcement powers, including the
ability to impose fines on homes that fail
to meet the required standards of care.
We also want mandatory reporting on
key indicators of care – such as staﬃng
ratios, infection rates, mobility, pressure
sores and weight loss. We’ve yet to see
this happen.

OTHER STUFF Health and Disability
Commissioner: www.hdc.org.nz

» Rest home certification audits:

www.moh.govt.nz

Mandatory standards
Rest homes must comply with
standards covering six areas:
consumer rights; organisational
management; continuum of service
delivery; safe and appropriate
environment; restraint minimisation
and safe practice; and infection
prevention and control. A rest home
is audited against these standards
usually every three years.
Our analysis of the certification
audit reports for 287 homes found
less than half met all the criteria in
the standards for consumer rights,
organisational management,
continuum of service delivery, and
safe and appropriate environment.
Most met the criteria for restraint
minimisation and safe practice, and
for infection prevention and control.

More INFo

»

Worth looking at:

+REST HOMES: PART 2 Consumer 496
+REST HOMES Consumer 494

On our website:

+REST HOMES
+REST HOME CHECKLIST

Most online reports have some free content
$ = online/premium member access only
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