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Introduction
Quality Aged Care Action Group Incorporated (QACAG) is a community group in NSW that aims to improve the quality of life for people in residential and community aged care settings. QACAG is made up of people from many interests and backgrounds brought together by common concerns about the quality of care for people receiving aged care services. 
QACAG Inc. was established in 2005 and became incorporated in 2007. Membership includes older people some of whom are receiving aged care in NSW nursing homes or the community, relatives and friends some who are carers, people with aged care experience including current and retired nurses and care staff, and other community members concerned with improving aged care. Membership includes representatives from the Older Women’s Network, The Combined Pensioners & Superannuants Association of NSW Inc, and the Retired Teachers’ Association. 
QACAG submission overview
We welcome the opportunity to provide comment in relation to this important area. We welcome any additional support that might assist carers to successfully care for a loved one at home. We know that the burden of caring without adequate support can lead to poor physical and mental health of the carer and also social isolation. It is essential that appropriate support systems are implemented and that these are widely communicated and understood by members of the community. We consider that the proposed model is lacking in certain operational details which makes it difficult to provide a level of informed comment. However, we are keen to ensure that appropriate support services are put into place, including ones which ensure equity of access for all.
Our submission does not list specific recommendations. However, we offer comments from the experiences of people directly affected by or involved in a caring role.
Rural and remote issues
Our members are concerned that the paper does not address the needs of carers who endure the additional burden of poor access to services due to location, such as those living in remote areas. Accessing services in rural and remote areas can be problematic and expensive and we would like there to be specific consideration of these issues. 
Access points

We are concerned that the main entry point for accessing services is through the ‘carer gateway’ website. Many of our members are not confident using IT and have already had poor experiences accessing the ‘My Aged Care’ website. There should be alternative pathways or specialist support in this regard.

We welcome the establishment of a national phone line. However our members are concerned that the potential volume of calls that may generated will result in the lengthy delays. Lessons should be learnt from the overly bureaucratic systems and lengthy wait times people already experience when attempting to contact Centrelink by telephone. This may act as a barrier to using a phone line. People from Culturally and Linguistically diverse backgrounds; or with sensory loss may also be disadvantaged and we are keen that the scheme ensures these groups have equity of access.
We are concerned about the proposal for accessing services by ‘self-service’. This works well for empowered and informed carers. However, it is our understanding that many carers do not even know they are acting in a caring capacity, or whether they have reached a point where they are eligible for services. They also fear these services will be costly. We would wish to see much more support given to the process of accessing help. Self-service works well if you have good knowledge of local services and eligibility criteria. The reality is that most carers are too absorbed in the caring process both physically and emotionally to be able to scope services and make informed decisions. 
Respite services

One of the main issues our members experience is the lack of availability of local and good quality respite care places. If people are fortunate enough to acquire a short terms place in a residential aged care facility the quality of service delivery is variable. We would want to see consistent minimum standards of care, including the presence of registered nurses at all times where people have high care needs. Often when our members have been at the stage where nursing care is required, their loved one is reaching the end stages of life. This is a time when it is most important to be able to support carers to retain control and also to have adequate breaks between caring duties. It is essential for their peace of mind that respite services provide highly skilled nursing care so people can be palliated effectively.

Similarly we consider that adequate funding must be given so that carers can acquire home nursing services provided by registered nurses skilled in palliative care. There is evidence from the UK that restrictive funding leads to early admission to long term residential aged care. This is an option that should be an individual decision by the carer and their loved one and not one which is determined by level of funding available. Efforts should be made to align funding to needs based staffing and skill mix in community based care services.
Thank you for receiving our submission. 
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