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Policy Background

Longridge Aged Care is committed to safe, effective and quality care and service delivery. We are
committed to open disclosure when things go wrong. Open disclosure is a resident right, a core
professional requirement and organisational obligation. Open disclosure is a critical element of a
high-quality care and service organisation and an important part of communication and quality
improvement. Open disclosure is an integral part of our incident management system and complaints
mechanism at Longridge Aged Care and is a key element of the early response and investigation of
resident safety incidents and complaints.

Definitions

Admission of liability

A statement by a person that admits, or tends to admit, a person’s or organisation’s liability in negligence
for harm or damage caused to another.

Adverse Event
An adverse event refers to an incident; a serious incident and/or a complaint or negative feedback.

Apology

An expression of sorrow, sympathy and (where applicable) remorse by an individual, group or institution for
a harm or grievance. It should include the words ‘l am sorry’ or ‘we are sorry’. Apology may also include an
acknowledgment of responsibility, which is not an admission of liability.

Complaint

An expression of dissatisfaction about something, which may have one or more issues at the root of the
problem.

Confidentiality

Confidentiality involves a set of rules usually executed through confidentiality agreements or contractual
agreements that limits access or places restrictions on certain types of information.

Resident
Is preferred, rather than consumer as indicated by the resident’s feedback at Longridge Aged Care.

Representative

A person to contact in place of the resident or client, with permission to speak with Longridge Aged Care on
their behalf, e.g. relative, carer, advocate, guardian or authorized delegate.
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Longridge Aged Care Workforce

Longridge Aged Care workforce includes Longridge Aged Care Board Members, Employees, Volunteers,
Students and Contractors.

Harm

Impairment of structure or function of the body and/or any deleterious effect arising therefrom, including
disease, injury, suffering, disability and death. Harm may be physical, social or psychological.

Open Disclosure

An open discussion with a resident about an adverse event that has resulted in or had the potential to cause
harm to that resident while they were receiving care and services provided by an aged care organisation.

Standard response

A lower-level response is a standard open disclosure process undertaken in response to adverse events
resulting in no permanent injury, requiring no increased level of care e.g. not requiring transfer to hospital,
and resulting in no, or minor, psychological or emotional distress (e.g. near misses and no-harm incidents).

Accountability

The Board and Chief Executive Officer are responsible for ensuring this policy and the open disclosure
principles are implemented.

Management are responsible for implementing this policy in their day to day management roles.
Staff are responsible for ensuring they are aware of and understand this policy.

Applicability
e all categories of employees
e Board
e all volunteers
e contractors and consultants, whether they are employees or not
e all other service providers

Policy Detail

Open disclosure discussions will occur between the resident and / or representative and Longridge Aged
Care staff whenever a resident has suffered harm; whether that harm is a result of an unplanned or
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unintended event or circumstance, or is an outcome of an illness or its treatment that has not met the
resident’s expectation.

Open disclosure is:

A resident’s right,

A core professional requirement of ethical practice and an institutional obligation,

A normal part of an episode of care should the unexpected occur, and a critical element of clinical
communications,

An attribute of high-quality services and an important part of quality improvement.

4.1  Open Disclosure Principles:

Longridge Aged Care notes that open disclosure is not a one-way provision of information, although the
provision of information to the resident or client and or their nominated representative is important, so is
hearing the views and experiences of the events. Open disclosure is a discussion between two parties that
may take place over several meetings over a period. It is important to understand the differences between
an apology and an admission of liability.

There are several elements of open disclosure. They include:
* an apology or expression of regret, including the word sorry,
o afactual clear and concise explanation of what happened,
® an opportunity for the resident or their nominated representative to relate their experience,
e adiscussion of the potential consequences of the adverse event,

* an explanation of the steps being taken to manage the event and prevent it from happening
again.

Open and timely communication

The resident, or their representatives will be provided with information about what happened in a timely,
open and honest manner. The open disclosure process is fluid and will often involve the provision of
ongoing information by designated Longridge Aged Care Workforce.
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Acknowledgement

Adverse events in which harm resulted or could have resulted to a person receiving care and services will
be acknowledged to the resident and their representative as soon as practicable. The Longridge Aged Care
Workforce member will acknowledge when an adverse event has occurred and initiate open disclosure as
part of incident management reporting or feedback and complaints management.

Apology or expression of regret

As early as possible, the resident and their representative will receive an apology or expression of regret
for any harm or potential harm that resulted from an adverse event. An apology or expression of regret
will include the words ‘Il am sorry’ or ‘we are sorry’, but must not contain speculative statements,
admission of liability or apportioning of blame.

Supporting, and meeting the needs and expectations of resident and or their representatives

The resident or their representatives can expect the following:
e to be fully informed of the facts surrounding an adverse event and its consequences
e to be treated with empathy, respect and consideration
e tobe supported in a manner appropriate to their needs.

Integrated clinical risk management and systems improvement

A thorough clinical review and investigation of clinical incidents / adverse events and adverse outcomes
will be conducted through processes that will focus on the management of clinical risk and quality
improvement.

Clinical review findings will focus on improving systems of care and service delivery and will be used to
review their effectiveness. The information obtained about incidents from the open disclosure process will
be incorporated into quality improvement activity.

Good governance

Robust governance frameworks and clinical risk and quality improvement processes are required for open
disclosure. Using these systems and processes, clinical incidents / adverse events will be investigated and
analysed to prevent them happening again. Longridge Aged Care has accountability to ensure good
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governance that appropriate changes are implemented and their effectiveness is reviewed. Our
organisation’s governance includes internal performance monitoring and reporting.

Clinical Governance

Longridge Aged Care’s clinical governance framework is an integrated set of leadership behaviours,
policies, procedures, responsibilities, relationships, planning, monitoring and improvement mechanisms.
They are implemented to support good clinical care and clinical outcomes for each resident or client.

Confidentiality

Full consideration for resident or client and clinician privacy and confidentiality will be undertaken in line

with legislative requirements both Commonwealth, state and territory for privacy and health / care
records.

Detecting and assessing adverse events

® All adverse events will be reported and prompt action taken to ensure no further harm to the
resident.

e Adverse events will be assessed for severity of harm and level of response (extended or
standard) required in relation to open disclosure.

® Support will be provided for staff, if required.

e Relevant personnel and authorities will be notified, as appropriate.

e Privacy and confidentiality of resident and clinicians will be observed.

There are five main elements of open disclosure

Identify when things go wrong
Practising open disclosure begins with identifying when something has gone wrong that has harmed or
had the potential to cause harm to a resident. The Chief Executive Officer or delegate will identify
something has gone wrong through a range of channels:

° By aresident, their family, carers, other support people and representatives;
e By a staff member;
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e Through an internal complaints process;

e Through an internal quality review;

e Through an incident management system; or

e By the Commission as part of a complaint or a quality assessment process.

Longridge Aged Care has a culture where people feel supported and are encouraged to raise concerns
when something has gone wrong and will support open disclosure.

Address immediate needs and provide support

Following identification that something has gone wrong take immediate action to address any actual or
potential harm. This should include ensuring that adverse effects arising from what went wrong are
improved and future potential harm is prevented.

Practical and emotional support should then be provided and based on the needs and preferences of
the individuals involved.

Acknowledege and apologise or express regret

Acknowledging and apologising or expressing regret when things go wrong is part of open disclosure. It
is not about saying someone is at fault. Open disclosure may occur over the course of several
discussions. As early as possible, providers should:

e Acknowledge the concerns of a resident;

e Provide a sincere and unprompted apology or expression of regret for harm or grievance
caused. An apology or expression of regret should include the words ‘l am sorry’ or ‘we are
sorry’; and

e Follow up with the resident or client to ensure they understand the acknowledgement
or expression of regret

Find out and explain what happened

It is important for Longridge Aged Care to gather all necessary information to find out and understand
what has happened if something has gone wrong. The required inquiry and analysis can be done in
different ways, depending on the nature and scale of the harm.
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Learn from the experience and make improvements

Open disclosure gives providers the opportunity to learn, to find and act on things they could improve
about their current systems, practice or culture. Practising open disclosure will foster a culture of
learning and quality and safety.

In some cases, despite best efforts, things go wrong for the resident. Open disclosure can be used in a
positive way to engage with residents. Providers can learn from these experiences and identify ways in
which they can improve outcomes for residents. Through open disclosure, staff members and residents
can be actively involved in the continuous improvement of practice and be given the opportunity to
provide feedback to inform continuous improvement of the service. When a provider identifies that
something has gone wrong, they should also monitor, analyse and use information gathered during
open disclosure to try to prevent what has happened from occurring again and to improve the quality
of care and services.

Open Disclosure Procedure

Initial Phase

Longridge Aged Care workforce will acknowledge the adverse event to the Resident and their
representatives, including an apology or expression of regret.

“ongridge Aged Care will:

° keep the resident record up to date
® maintain a record of the open disclosure process in Leecare
e file documents relating to the open disclosure process in the resident record

® provide the resident and or their nominated representative with documentation throughout the
process, if appropriate.

If an extended response is required, the Director of Care or delegate will:

e gather all the necessary information

® provide a sincere and unprompted apology or expression of regret including the words ‘| am
sorry’ or ‘we are sorry’

e clearly explain the incident
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o give the resident and their representatives the opportunity to tell their story, exchange views
and observations about the incident and ask questions

e encourage the resident and their representatives to describe the personal impact and or effects
the adverse event has had on them

e assure the resident and or their representatives that they will be informed of further
investigation findings and recommendations for system improvement

o facilitate the offer for practical and emotional support to the resident and or their
representatives

e if necessary, hold meetings or discussions and the Open Disclosure Proforma may be used as a
prompt to the discussion.

Follow-up
The CEO, CNM or delegate will;

e ensure follow-up by GPs, senior clinicians or management, where appropriate
e agree on future care
o share the findings of the investigations and the resulting practice changes.

Completing the process
The CEO, CNM and or management / delegate will;

e reach an agreement between the resident or their representative and the clinician, or provide
an alternative course of action

e communicate the details of the adverse event, and outcomes of the open disclosure process, to
other relevant clinicians / general practitioners

e provide the resident and their representative with final written and verbal communication,
including investigation findings

Maintaining documentation
The CEO, CNM and or management / delegate will ensure:

o All documentation is complete and recorded in the relevant resident record, complaint, and
incident system as indicated.

o Open Disclosure Performa maybe also used as a guide to record / capture resident involvement
in open disclosure discussions when things go wrong in accordance with the open disclosure
policy and procedure.
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Criminal or intentionally unsafe acts

® Harm to resident is almost always unintentional, however, if at any stage following an adverse
event it is considered by management that the harm may be the result of a criminal or intentionally
unsafe act, the Board and Chief Executive Officer MUST be notified immediately.

° Management must follow the complaints and disciplinary process or refer the matter to the

appropriate authority.

e Itisimportant to note that in these situations, open disclosure must be modified to accommodate
the actual context and circumstances. The individual who is the subject of the process should not

be involved in the open disclosure discussions.

e The organisation will try to keep the resident, their family and or carers informed of progress with
the criminal, or other, investigations, which will require liaison with the relevant authority.

Disciplinary processes

While a referral is made to the relevant authority in relation to a disciplinary process it is important to

ensure that the open disclosure process continues.

The resident, their family and or carers expect, need and benefit from prompt acknowledgement and
further information as it becomes available as useful information for systems improvement may

emerge.

References

® Open Disclosure Framework and Guidance Framework and Guidance
e Australian Commission on Safety and Quality in Health Care ‘Australian Open Disclosure

Framework. Better communication, a better way to care’ 2014

® SAHealth, Safety and Quality Tool 3, Open Disclosure, Comprehensive guide on open disclosure

process for clinical leads/facilitators
Relevant Legislation

e Aged Care Act 1997
e Quality of Care principles
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Approval
Longridge Aged Care’s Open disclosure policy/procedure will be ratified by the Board and signed and
endorsed by the Chief Executive Officer

Signature
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