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The regulatory 
environment

We are not alone.  
We operate within a larger international regulatory environment.
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The regulatory 
environment cont.

Some of the international regulatory systems that monitor and 
accredit aged care in other jurisdictions include:

� UK: Commission for Social Care Inspection

� USA: Code of Federal Regulation

� Ireland: Irish Health Service Accreditation Board

� Netherlands: Health Care Inspectorate

� Sweden: County Administrative Board
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The regulatory 
environment cont.

� The regulatory systems of the comparison countries 
operate on a set of standards or measures 

� Complaints and comments mechanisms operate within 
these regulatory frameworks to highlight deficiencies in 
systems

� Australian accreditation standards outline what is 
required, not the how to do it

� Other countries’ standards focus more on the specifics, 
what is required, and how it is to be achieved
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The regulatory 
environment cont.

� Most aged care assessors in the comparison countries 
are experienced RNs, medical, allied health and social 
welfare personnel

� Continuous improvement is incorporated, although 
some countries’ continuous improvement is only a 
requisite if homes fall below the standard

� On average, monitoring occurs annually. Australia, the 
UK and the USA all have unannounced visits
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Accreditation process 

Accreditation is essentially a human interaction 
- a dialogue
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Human interaction: 
A dialogue

Elements of effective dialogue include:
� active listening
� respect
� balance of input from all parties
� commitment and capacity to see things from another 

point of view
� reflection
� transparency
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While accreditation is essentially a dialogue, 
what is at stake is very different 

for the respective parties:

approved providers

assessors
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Getting it wrong: 
Consequences for assessors

If we get it wrong, consequences for assessors may include:

� discussion with your supervisor 
� a plan may be developed 
� additional support 
� education 
� maybe formal counselling
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Getting it wrong: 
Consequences for approved 

providers

BUT 
If approved providers get it wrong, they face the multiple 
impacts that non-compliance may bring which can include:

� sanctions
� loss of business income
� loss of staff
� negative media attention
� failure to secure new bed allocations
� failure to secure community care packages
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Getting it wrong: 
Consequences for aged care 

staff

AND
If aged care staff get it wrong, there can be consequences 
which may include:

� counselling
� loss of bonus
� loss of performance pay
� loss of promotion
� permanent mark on CV
� loss of respect from peers
� dismissal
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Complaints

Complaints are an important source of feedback. When 
utilised constructively, they provide us with an opportunity to: 

� assess and refine personal and professional 
processes

� gauge our overall performance in a particular role
� reflect, develop and become better at what we do and 

how we do it
� evaluate data
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‘A government grant, by legislation, of a monopoly power 
confers on the recipient a great privilege. It carries with it 
a commensurate obligation. That obligation is to conduct 
itself in accordance with high ethical standards. The 
reason such an obligation is imposed is because, by law, 
persons are denied choice with whom they deal’.

Commissioner Terry Cole QC

Cole Commission of Inquiry into AWB
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There is no correlation between 
complaints and non-compliance.

Just as many complaints come from approved providers
where there was no recommendation or finding of 

non-compliance.
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Responding to complaints 

The basic requirements are:
� factual and timely reporting, devoid of emotion, 

addressing the issues raised 

When the Agency asks for a response to a complaint you 
should:

� give details of facts
� don’t be defensive or take it personally
� own-up if you get it wrong – we all make mistakes
� the same rigour that is applied to writing reports 

should be applied to providing your response to a 
complaint
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The future 

We are operating in a complex and challenging 
environment which now includes the Office of 
Aged Care Quality and Compliance and the 
Aged Care Commissioner. The Office has a 
capacity to investigate complaints about 
individual assessors and the Agency.

It is important to remember that we all have both 
an individual and a corporate responsibility to 
ensure our conduct is beyond reproach.
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The end

Questions?


