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1. Provider Details

Provider: Happy Rain Limited

Premise: | Rossmore Rest Home
19 Kipling Avenue

Epsom
Auckland ﬁ@ f

Contact Person: Mir XXX XXX /)W (\&

2

Internal File Ref: WHA23 (/\\\? N \\7{0

Inspection Date: 9 Janua&@\%‘g @

2. Executive Summary %

Background
Happy Rain Limited (Rossmore e) wa ed on 3 December
2007 to provide rest home care.f riod e The rest home is an
18-bed facility with the current o cy of nts.

The Ministry of Health re¢ two co s7against Rossmore Rest Home
dated 1 December 2@ @ B08. The complaints allege:
Inadequat level icufarly at night

Some ot sult In‘led or skilled
Re ing s d threatened
mlcal ation being provided at time of transfer
saf is com romlsed by poor verbal communication skills of

.....

u[t o complamts an unannounced inspection was undertaken
e Mi e o January 2009 pursuant to sections 40 to 47 of the
b:llty Serv;ces (Safety) Act: 2001.

alth %
pettion found significant issues with service standards relating to
LR r rights, orgamzatlona! management, service delivery and

the two years since the certification of this new provider, there have been 7
managers with the most recent commencing employment only 4 days prior to
the inspection. The high turnover has impacted negatively on the service’s
ability to adequately maintain the systems and processes necessary to meet
the above-mentioned standards. In addition, the owner's representative is
unable to communicate effectively in the English language and requires an
interpreter to be present, when speaking with staff, residents and visitors. The
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senior direct care staff and cook were employed by the previous owner and
provide significant stability to the service.

In respect of the complaints:

Inadequate Staffing Levels & Communication Difficulties

The inspection found that adequate numbers and skill mixes of caré givers are
rostered on duty to cover the 24 hour, 7 day period with the exception of 2
incidents in which the co-owner (who could not communicate in English) did
the sole night duty. However, the ministry was assured that her daughter who
could speak in English accompanied her. These are claimed@isolat@

incidents that happened 6 months ago and have not recutrre

Staffing Skill Mix

The service has not been able to maintain register. mput er a
period of time. This has resulted in senior caregi mg requi erate

beyond a caregiver's scope of practice, e pmg 3 ns for
residents; and educating/ competency testln careg espect of

medzcatlon Shortly after the mspech e nﬁ\-o a registered
nurse. «

The recently appointed mana @ h iness management
experience, lacks any formal ' s/ @ perience in managing

health services for older people

Adequate staff training 60 tbe'e tthe inspection.
Resident Abuse @

Observations, st reS|d erv:ews did not identify any incidents of
verbal or p S|de . However, the co-owner (through an
interprete E%:& been two incidents of conflict with ex-
residen . These had not been documented in the

complain

i rmatron at time of Transfer
i Jover of managers, it was difficult to establish if the transfer
appropriate clinical information, accompanied residents to
ider. The senior caregiver advised that this did occur, but was

una ils.
lity>& Risk Management System

inspection found that the requirements for an organisational-wide quality

risk management system has not been adequately established and

Maintained. It is noted that the recertification audit undertaken in November
2007 identified the same issues.

Conclusion

The inspection identified significant areas of concern core to the delivery of
service at Rossmore Rest Home. Whilst a new manager has been appointed,
this is only the beginning of work needed to be undertaken to fully satisfy the
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requirements of a certified provider in respect of meeting all relevant service
standards.

Corrective Actions Required
The following corrective actions required:

1. That Happy Rain Limited provides HealthCERT evidence that residents
have access independent advocacy services. (HDSS 1.1 & 1.5)

2. That Happy Rain Limited provides HealthCERT eviden taff ap
appropriately trained on consumer rights including ab neglect.
(HDSS 1.1.5)

3. That Happy Rain Limited provides HealthCERT evidénce th mai!; fain
a system to record and resolve complaints’kDascordance wi levant
legislative requirements. (HDSS 2.4)

4. That Happy Rain Limited provides RT hat policies
and procedures on inform ent & ect legislative
requirements and current dpractice,. _h been reviewed,
revised and implemented, appr rff education. (HDSS
SR

5. That Happy Rain ifed providés) HealthCERT copies of position
descriptions of t @ger and. (he fegstered nurse that demonstrate
clinical gover% app y provided for the service and

evidence % i 0 gistered nurse. (HDSS 2.1)
6. That in

mapag un

rovides HealthCERT evidence that the
recognized course on the care of older

Happ Wémited provides HealthCERT a) evidence of the
ionatgualifications of the registered nurse currently engaged; b)

@ a copy ai\thie nurse’s orientation and induction programme to the

c) evidence of the hours worked by the registered nurse

%hat Happy Rain Limited provides HealthCERT a written copy of the
uality plan (HDSS 2.2, IC 8 and RMSP 4 & 12)

9. That Happy Rain Limited provides HealthCERT evidence that a quality
management programme that reflects the requirements of all relevant
sector standards is developed, implemented and maintained current;
and that records are maintained to ensure an effective system. (HDSS
2.2,1C 8 and RMSP 4 & 12)

10. That Happy Rain Limited provides HeathCERT with a copy of the staff
education programme. (HDSS 2.6)
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11.That Happy Rain Limited provides HealthCERT evidence that a staff
education programme that meets the requirements of the relevant
standards is developed and implemented; and that records of training
provided for all staff are maintained. (HDSS 2.6)

12.That Happy Rain Limited provides HealthCERT evidence that

assessment, planning and evaluation of service delivery is_undertaken
by staff competent to perform the function. (HDSS 4.1) @

13.That Happy Rain Limited provides HealthCERT

reside
are assessed in a comprehensive and timely manider~g) care pla EPEIE
resident focused relevant to current health statls/mgeds, c¢).care pléns

are maintained up-to-date, d) care are ev in a
comprehensive and fimely manner an ered rforms
assessment, planning & evaluation e plans. 2, 43 &
4.5)

14. That Happy Rain Limited Heal evidence that a)
appropriate education is o st sible for medication
management by the regist nurs dication administration
records are signed at t e Q istration of medication to
residents and c) a‘pelicy on co ry/ alternative medicines is

developed and implemented i ultation with relevant health
professionals.
15.That Happ Limit vides HealthCERT evidence with a copy of
the d ed that meets the requirements of exit,
di raé&and tran’s% résidents. (HDSS 4.8)
i onditiw
@ condi é placed on the Certification Schedule
- ant iow 28 of the Health and Disability Services (Safety) Act, the

QDbector- nefalvof Health may attach any condition the Director-General
hink. or desirable to help achieve the purpose of this Act.

wing conditions are to be included on the certification schedule of
py Rain Limited —
@ 1. A written progress report that outlines all actions undertaken by the
Provider in relation to Corrective Actions 1, 3, 5, 7, 10, 12 & 13 (HDSS
1.1, 1.5, 2.1, 2.4, 2.6, 2.7, 41, 4.2, 4.3 & 4.5) as identified in the
Inspection Report must be submitted to the Director-General within one
month of the issue of the amended schedule.

2. A written progress report that outlines all actions undertaken by the
Provider in relation to Corrective Actions 2, 6, 8, 14 & 15 (HDSS 1.1.5,
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21,22 438,53, IC 8, RMSP 4 & 12) as identified in the Inspection
Report must be submitted to the Director-General within two month of
the issue of the amended schedule.

3. A written progress report that outlines all actions undertaken by the
Provider in relation fo Corrective Actions 4, 9 &11 (HDSS 1.8, 2.2, 2.6,
IC 8 and RMSP 4 & 12) as identified in the Inspection Report must be
submitted to the Director-General within three month of the jssue of the
amended schedule. &

4. The Director-General may impose any further congitj vary a@
condition, where the Director-General thinks it is e or desir

to do so in order to help achieve the purposes o ct.
3. Inspection Team @
The inspection was undertaken by XXX S jor Advi althCERT,
Ministry of Health under delegated autho@ irec | of Health.

4. Inspection Methodolo
The following methodology was us

e Interview with XXX XXX, ome cexgune? (through an inferpreter)

e Interview with M@Manage XXX, Assistant Manager

o Interview with rs

o Interview wi @

e Interview :ﬁ%eside Q

o Obse f resi

. spectior% mise

Review of Clifiical Records

@%ew ond procedures

K
S

/ equipment
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5. Inspection Limitations
The scope of the inspection was limited to the issues raised in the complaint.

6. Entry Meeting
On arrival at the premises, XXX XXX, Senior Advisor, HealthCERT met with
XXX XXX, caregiver who identified herself as being in-charge at the time The

purpose of the visit was explained and a letter addressed to (the
provider's nominated contact person) outlining the com nd t

authorisation to undertake the unannounced visit was glven?%\t\ erson
n

charge. XXX informed XXX that XXX XXX was mploy
manager, that XXX XXX was recently appointed as e manage
entry letter was modified to reflect this change. A copy of Dlre

of Health's delegation was shown to the person arge It Ialned

how the inspection would be undertaken.
XXX contacted Mr XXX (Manager) and Assi ager) Upon
their arrival, the inspection process w xplal
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