
 

Bupa Care Services (GHC) Limited - Liston Heights Rest Home & Hospital 

Date of audit:  26-Aug-10 

The following summary has been accepted by the Ministry of Health as being an 
accurate reflection of the certification audit conducted against the Health and 
Disability Services Standards – NZS8134.1:2008;NZS8134.2:2008 & NZS8134.3:2008 
on the audit date(s) specified. 

GENERAL OVERVIEW 

Liston Heights is a spacious, yet homely facility based in Taupo.  Liston Heights is part of the 

Bupa group of facilities and provides care for up to 73 hospital; medical and geriatric and 

rest home care.  On the day of the audit there were 28 of 32 hospital residents, 30 of 31 rest 

home residents and 12 of 12 dementia (D3) level care.  Bupa's overall vision is "Taking care 

of their lives in our hands".  There are also 6 key values that are displayed on the wall. Each 

Bupa facility develops an annual quality plan.  Liston Heights have set quality goals for 2010 

that includes three goals.  Service appropriate management systems, policies, procedures, 

codes of practice and guidelines are implemented and maintained.  The manager is an 

experienced manager/registered nurse, she is supported by a full time clinical manager 

(across the facility ), a team of registered nurses and midlands operations manager .  There 

is a dedicated team approach to service delivery with a stable staff.   

Bupa has robust Quality and risk management systems implemented across its facilities.  5 

benchmarking groups across the organisation are established for Rest Home, Hospital, 

dementia, Psychogeriatric and Mental Health services. Benchmarking of some key clinical 

and staff incident data is also carried out with facilities in the UK, Spain and Australia. e.g. 

Mortality and Pressure incidence rates and staff accident and injury rates.    

The service has made a number of building renovations improvements since previous 

certification and will continue to implement quality improvements.  

 The service is commended for achieving three continual improvement ratings (CI) for;  a) 

the ongoing organisational 'good practice focus' that is implemented across the organisation 

and at Liston heights; b) organisational/facility QI processes/benchmarking and 

implementation and ongoing review of quality goals and c) the implementation of the 

activities programme in the dementia unit.  

 



SUMMARY 

Standards have been assessed and summarised below: 

Key 

Indicator Description Definition 

 
Includes commendable elements 
above the required levels of 
performance 

All standards applicable to this service 
attained with some criteria exceeded 

 No short falls 
Standards applicable to this service 
attained with all criteria achieved 

 

Some minor shortfalls but no major 
deficiencies and required levels of 
performance seem achievable 
without extensive extra activity 

Standards applicable to this service 
attained but with some criteria partially 
achieved and of negligible or low risk 

 
A number of shortfalls that require 
specific action to address 

Standards applicable to this service 
attained but with some criteria partially 
achieved and of medium, high or critical 
risk and/or some criteria unattained 

 
Major shortfalls, significant action is 
needed to achieve the required 
levels of performance 

Some standards applicable to this 
service unattained 

 

Consumer Rights Indicator Assessment 

Includes 13 standards that support an outcome where 
consumers receive safe services of an appropriate standard 
that comply with consumer rights legislation.  Services are 
provided in a manner that is respectful of consumer rights, 
facilities, informed choice, minimises harm and 
acknowledges cultural and individual values and beliefs. 

 Includes 
commendable 
elements 
above the 
required levels 
of performance 

 

Organisational Management Indicator Assessment 

Includes 9 standards that support an outcome where 
consumers receive services that comply with legislation and 
are managed in a safe, efficient and effective manner. 

 Some minor 
shortfalls but 
no major 
deficiencies 
and required 
levels of 
performance 
seem 
achievable 
without 
extensive extra 
activity 

 



Continuum of Service Delivery Indicator Assessment 

Includes 13 standards that support an outcome where 
consumers participate in and receive timely assessment, 
followed by services that are planned, coordinated, and 
delivered in a timely and appropriate manner, consistent 
with current legislation. 

 Some minor 
shortfalls but 
no major 
deficiencies 
and required 
levels of 
performance 
seem 
achievable 
without 
extensive extra 
activity 

 

Safe and Appropriate Environment Indicator Assessment 

Includes 8 standards that support an outcome where 
services are provided in a clean, safe environment that is 
appropriate to the age/needs of the consumer, ensure 
physical privacy is maintained, has adequate space and 
amenities to facilitate independence, is in a setting 
appropriate to the consumer group and meets the needs of 
people with disabilities. 

 A number of 
shortfalls that 
require specific 
action to 
address 

 

Restraint Minimisation and Safe Practice Indicator Assessment 

Includes 3 standards with outcomes where: 

 Consumers receive and experience services in the least 
restrictive manner through restraint minimisation 

 Consumers requiring restraint receive services in a safe 
manner 

 Consumers requiring seclusion receive services in the 
least restrictive manner 

 No short falls 

 

Infection Prevention and Control Indicator Assessment 

Includes 6 standards which require: 

 There is a managed environment, which minimises the 
risk of infection to consumers, service providers and 
visitors appropriate to the size and scope of the service. 

 There are adequate human, physical and information 
resources to implement the infection control programme 
and meet the needs of the organisation. 

 Documented policies and procedures for the prevention 
and control of infection reflect current accepted good 
practice and relevant legislation requirements and are 
readily available and are implemented in the 
organisation.  These policies and procedures are 
practical, safe and appropriate/suitable for the type of 
service provided. 

 The organisation provides relevant education on 
infection control to all service providers, support staff 
and consumers. 

 Surveillance for infection is carried out in accordance 
with agreed objectives, priorities and methods that have 
been specified in the infection control programme. 

 No short falls 



 Acute care and surgical hospitals will have established 
and implemented policies and procedures for the use of 
antibiotics to promote the appropriate prudent 
prescribing in line with accepted guidelines.  The service 
can seek guidance from clinical microbiologists or 
infectious disease physicians. 

AUDIT RESULTS 

Consumer Rights 

The code of resident’s rights is openly displayed in both English and Maori throughout the 

facility and is available for new residents on admission.  Staff are able to describe their role 

in actively ensuring that residents rights are met. Residents confirm that staff are respectful, 

promote privacy, dignity and independence and the weekly in-service programme includes 

key areas around consumer rights, dementia care, Bupa philosophy. The facility has a 

comprehensive Maori health policy and plan and resident’s culture, values and beliefs are 

respected.  Resident files evidenced completed Informed consent and advanced directive 

documentation and there is evidence of strong links with family and whanau during service 

delivery. The facility has an effective complaints management system that is well managed.  

Liston Heights has implemented 'Personal Best new initiative' by BUPA which encourages 

staff to enhance the lives of the residents.  

Organisational Management 

 The service has well developed policies and procedures at a service level and the 

organisational plan is structured to provide appropriate safe quality care to people who use 

the service including residents that require hospital/Medical, dementia or rest home care. 

Liston Heights has a well established quality and risk management system.   

Discussions with staff and review of meeting minutes demonstrate a culture of quality 

improvements.  The quality system and internal audit programme is designed to monitor 

contractual and standards compliance and the quality of service delivery in the facility and 

across the organisation. Key components of the quality management system link to the 

monthly quality committee through the commencement of quality reports provided from 

departments.  One improvement is identified around follow through of meeting minutes. 

Monthly benchmarking occurs throughout the group.  Clinical and non-clinical indicators are 

monitored and facility performance is measured against these.  

An annual resident/relative satisfaction survey is completed, results of the survey identified 

that 84 % of residents rated the quality of service as either 'very good' or 'excellent'.  A 

complete analysis of the survey and comments was completed and provided to staff, 

resident and relatives through meetings and notice boards.  Satisfaction survey results are 

also published on Bupa Internet website 

There are comprehensive human resources policies and processes implemented including 

recruitment, selection, orientation, staff training, competencies and development.  A 

comprehensive in-service programme is training in relevant aspects of care and support and 

in relation to the requirements. 



Bupa Care services has a national caregiver training pathway where continuation of 

education (in addition to those unit standards required by contract) are strongly advocated 

with its staff.  Staffing levels and registered nurse cover is appropriate. All caregivers 

working in the dementia unit have either finished the required dementia standards or are in 

the process of completing.  

Continuum of Service Delivery 

Liston Heights has a comprehensive assessment process for entry to the service. Residents 

receive an informative information pack that describes the facility and provision of service 

including dementia specific information. The service provides appropriate safe quality care to 

people who use the service; care being provided is consistent with the needs of residents. 

There is sufficient information gained through the initial support plan, specific assessments, 

the short-term care plan, and the long term Support Plan to guide staff in the safe delivery of 

care to residents.  Service delivery plans demonstrate service integration. Assessments and 

support plans  include input from allied health.  The Activities Officer and the RN in charge of 

the dementia unit provides a well structured and individualised plan that for the residents 

while identifying specific needs on admission. Residents and family interviewed noted 

involvement in the care planning process and they were informed of any changes in health 

care status. 

There is a comprehensive medication management policy that clearly documents the 

responsibilities of staff for each stage of medication management. Staff interviewed were 

able to describe the management of medications. All food is cooked on site.  Residents 

interviewed responded favourably to the food that was served. Residents and families 

interviewed are complimentary of the care provided and in particular the activities. 

There was two improvements identified around documentation of behaviours that challenge 

and some medication documentation. 

Safe and Appropriate Environment 

Liston Heights is a well maintained facility with individual rooms for residents (hospital, rest 

home and dementia residents) and serviced apartment.  There are large lounge/dining 

rooms, dining rooms, lounges and quiet areas, the facility is inviting and warm with ample 

space for residents to mobilise. Exterior areas are well maintained and functional; there is a 

safe garden area in the dementia wing.  Resident’s rooms are personalised, warm and airy. 

All rest home rooms have en-suites and most have kitchenettes.  Residents may bring their 

own possessions within reason so as to ensure safety of movement. Liston Heights has 

policies and procedures comply with legislation and guidelines related to safe practise and 

the environment. This includes ensuring the facility is safe and there is a secure environment 

for residents.  Hazardous risks are identified and minimised to prevent harm.  Cleaning and 

laundry policies and procedures are comprehensive comply with legislation requirements. 

Residents are considered in the varied menu with food cooked on site. There is a 

comprehensive health and safety manual and emergency procedures manual in place. Staff 

interviewed are aware of procedures and described evacuation procedures and exits.  There 

is a qualified Nurse on each shift (24/7) and all have current first aid certificates.  There is an 

evacuation scheme and current building warrant of fitness. The audit identified three 

potential hazards in the dementia unit that the service is currently attending to.  



Restraint Minimisation and Safe Practice 

The restraint policy states their philosophy is 'We are committed to the delivery of good 

care'.  The policy includes definition of an enabler and clear guidelines for the use of 

enablers and restraint.  The service currently has four residents requiring bedsides that have 

been assessed as enablers and six residents assessed as requiring restraint.  There is an 

enabler resister and a register for each restraint.  Assessments and care plans include 

identified risks and management of restraint and enablers.  Staff have completed restraint 

competencies including management of challenging behaviours.  The restraint standards are 

being implemented and implementation is reviewed through internal audits and at an 

organisational level.  Restraint usage throughout the organisation is also monitored regularly 

and is benchmarked. Review of this use across the group is discussed at Regional Restraint 

Approval groups.  

Infection Prevention and Control 

There is an established and implemented Infection Control programme at Liston Heights. 

The IC programme and its content and detail, is appropriate for the size, complexity, and 

degree of risk associated with the service.  There is an infection control policy and procedure 

manual which is readily accessible to all staff.  A senior registered nurse is the infection 

control coordinator who is responsible for infection control and prevention and collection of 

surveillance data.  Infection, prevention and control education is included in the annual in-

service plan. Infection control is a standing agenda item at the monthly staff meetings where 

all issues and infections are discussed and feedback to staff. Residents and visitors receive 

education from large print signage at the entrance and in communal toilet facilities.  

Residents are also reminded of relevant infection, prevention and control practices during 

their daily cares or if there is an outbreak such as N1h1 or Norovirus. 


