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	Date


	From
	Issue
	Std
	Action Required
	Form of feedback 
	Feedback to Resident
	Open / Closed

	12/03/20
	      Resident
	Written complaint written by Darryl Perrett about paying for bird seed to feed the birds and asking for Pinaroo to make a contribution.
	
	Discussed with Darryl and decision made that Pinaroo would return to buying bird seed and feeding the birds once a day and if Darryl wants to feed them more then it’s his choice.

	Complaint
	Resident
	20/03/20

	03/04/20
	Resident
	Complaint received via Aged Care Commission by Darryl Perrett in regards to the quality of the food and how staff have spoken to him about ‘repercussions’ if he complains.
	
	Met with Darryl and FM and Cook (Vicki) – discussed issues in the complaint. Darryl wrote a list of foods he will only eat. Vicki will accommodate. New plan for kitchen staff to ask him daily as he doesn’t come to the dining room. Darryl satisfied with food since meeting.

	Complaint
	Resident
	14/04/20

	11/04/20
	Representative 
	Card received from Denise Stansbie to say thank you to the FM and the staff for all that we do for her husband Bevan.

	
	To inform staff at next GSM
	Compliment
	Staff
	

	07/05/20

	Representative
	Email received by Loreen Gibson praising 2 PC’s in SCU who were wonderful with the residents and remarking that the changes in SCU have been ‘tremendous’.

	
	To inform all staff at next GSM 
	Compliment
	Staff
	

	18/09/20
	Staff Member
	Mandy Farr (PC) made a complaint to CM that Rm 41 resident had a bruise on her wrist and that she worried that it was caused when staff were showering her as the resident had mentioned that to her. Resident has severe dementia.
	
	RN conducted assessment of bruise and all body.
CM contacted family and family not concerned due to ongoing recent behaviour of resident found crawling on floor and resident blind and bumps herself.

FM and staff tried to talk to resident about the bruise but mostly incoherent. Did say ‘no’ when asked if someone hurt her.

Not deemed as elder abuse.
	Complaint
	Staff Member
	18/09/20

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	21/09/20
	Representative
	Danny Sheehan (son of Rm 9) sent an email – attached.
Reported how happy they are with Pinaroo and the care being provided to their mum. Feedback on the staff in the dementia room and how they handle the residents.

Thank you to all the staff.
	
	FM thanked Danny in person for his email and again he reiterated how happy he is with the care. Said he has been to a few nursing homes and this one was far above the rest.
FM to read at GSM.
	Compliment
	Representative
	22/08/20

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


REGISTER:
COMMENTS, COMPLIMENTS AND COMPLAINTS
Trends Identified:
No trends identified this month – Residents at times unhappy with the delay in mechanical parts and their availability in Roma 
Signature:
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