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Moving into an aged care home can be an
unsettling experience. Many aspects of
your life in your new home will be
unfamiliar.

Not only are you adjusting to a new
environment, you are sharing your home
with many new people.

This Handbook will help you to familiarise
yourself with the services of your new
home, as well as the broader support
services available to all residents of aged
care homes.

As an aged care service provider we have
a strong commitment to providing you
with the assistance you need to maintain
and enjoy a high quality of life.
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ABOUT YOUR NEW HOME

High-Care Facility

Your new home provides high-level care
(formerly known as nursing homes).
High-level care comprises nursing and
personal care services, which may
include:

. assistance with the activities of daily
living such as bathing, toileting,
eating, dressing, mobility and
communication;

. certain treatments and procedures,
including assistance with medication;

. recreational therapy and rehabilitation
support;

. assistance in accessing health and
therapy services;

. support for people who have difficulty
understanding;

. specialised furnishings and equipment
items, such as those used to assist
mobility;

. basic medical and pharmaceutical
supplies and equipment and aids to
assist with toileting and continence
management;

« nursing procedures;
. administration of medication;
. provision of therapy services; and

« oXxygen equipment on a short term or
episodic basis.

If you have a question regarding the level
of care you are receiving, please speak
with the Manager or contact the Aged
and Community Care Information
Line on 1800 500 853 (free call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS) on 131
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QUALITY OF CARE

The Australian Government has
implemented a number of measures to
monitor the quality of care and services
provided in Australian Government funded
aged care homes. All funded homes must
meet accreditation standards and
demonstrate continuous improvement
regarding the quality of care and services
provided to residents.

The Aged Care Standards and
Accreditation Agency assesses aged care
homes for accreditation and monitors
them to ensure their ongoing compliance
with the accreditation standards.
Sanctions may be imposed on aged care
homes that have not met the
requirements of the Aged Care Act 1997.

If you have a question regarding your
home’s accreditation status, please speak
with the Manager or contact the Aged
and Community Care Information
Line on 1800 500 853 (free call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS) on 131
450 andask for an interpreter in your
language to connect you to the Aged and
Community Care Information Line.
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YOUR RIGHTS AND
RESPONSIBILITIES

Your rights and responsibilities are the
same as all other residents in aged care
homes throughout Australia. To ensure
the protection of your rights and
responsibilities, they have been included
in the legislation by which all Australian
Government funded aged care homes
must abide.

Charter of Residents’ Rights and
Responsibilities

Each resident of a residential care
service has the right to:

. full and effective use of his or her
personal, civil, legal and consumer
rights;

. quality care which is appropriate to his
or her needs;

« full information about his or her own
state of health and about
available treatments;

. be treated with dignity and respect,
and to live without exploitation, abuse
or neglect;

. live without discrimination or
victimisation, and without being
obliged to feel grateful to those
providing his or her care and
accommodation;

. personal privacy;

. live in a safe, secure and homelike
environment, and to move freely both
within and outside the residential care
service without undue restriction;

. be treated and accepted as an
individual, and to have his or her
individual preferences taken into
account and treated with respect;
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continue his or her cultural and
religious practices and to retain the
language of his or her choice, without
discrimination;

select and maintain social and
personal relationships with any other
person without fear, criticism or
restriction;

freedom of speech;

maintain his or her personal
independence, which includes a
recognition of personal responsibility
for his or her own actions and choices,
even though some actions may involve
an element of risk which the resident
has the right to accept, and that
should then not be used to prevent or
restrict those actions;

maintain control over, and to continue
making decisions about, the personal
aspects of his or her daily life, his or
her financial affairs and possessions;

be involved in the activities,
associations and friendships of his or
her choice, both within and outside the
residential care service;

have access to services and activities
which are available generally in the
community;

be consulted on, and to choose to
have input into, decisions about the
living arrangements of the residential
care service;

have access to information about his
or her rights, care, accommodation,
and any other information which
relates to him or her personally;

complain and to take action to resolve
disputes;

have access to advocates and other
avenues of redress; and
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. be free from reprisal, or a well-
founded fear of reprisal, in any form
for taking action to enforce his or her
rights.

Each resident of a residential care
service has the responsibility to:

. respect the rights and needs of other
people within the residential care
service, and to respect the needs of
the residential care service community
as a whole;

. respect the rights of staff and the
proprietor to work in an environment
which is free from harassment;

. care for his or her own health and
wellbeing, as far as he or she is
capable; and

. inform his or her medical practitioner,
as far as he or she is able, about his or
her relevant medical history and his or
her current state of health.

If you have a question regarding your
rights and responsibilities, please speak
with the Manager or contact the Aged
and Community Care Information
Line on 1800 500 853 (free call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS) on 131
450 andask for an interpreter in your
language to connect you to the Aged and
Community Care Information Line.
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INTERPRETING SERVICES

If you speak little or no English, you
should advise your aged care home of the
language you prefer to speak on a daily
basis.

There may be situations when you would
prefer to communicate with staff through
a qualified interpreting service.

This may be when:

« your care needs are being assessed
and your care plan is developed;

« your care plans are reviewed; or

. when you have a complaint about the
services you are receiving.

Please let the Manager know if you
require an interpreter. If you need an
interpreter to help you communicate over
the phone, please call the Translating
and Interpreting Service (TIS) on 131
450 andask for an interpreter in your
language to connect you to the nhumber
you wish to call.
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RESIDENT PARTICIPATION

You and your relatives and
representatives are encouraged to
participate in the decision-making process
regarding the services that are provided
at this home. If you would like to be
involved, please ask the Manager about
the processes that have been established
to ensure resident participation.

We facilitate regular resident and family
meetings, and you and your relatives are
encouraged to participate. Please ask the
Manager for more information.

We have a suggestion box and you are

encouraged to add your comments and

suggestions. Please ask staff where it is
located and let the Manager know if you
feel that your comments have not been
addressed.

Please see the Manager if you have any

suggestions or comments about services,
and let the Manager know if you feel that
your comments have not been addressed.
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ADVOCACY

As a resident of an aged care facility you
have the right to access advocacy
services. Advocacy services help you to
exercise your rights through a process
that may include information,
representation, advice and support. This
is an independent and confidential
service, which is provided free-of-charge
in each State and Territory.

Advocacy services promote your rights
and can increase your involvement in
decision-making processes. These
services may play a critical role in
supporting you through a complaint
process and advising you of your rights in
negotiations with aged care service
providers.

To contact an advocacy service near you,
please call the National Aged Care
Advocacy Line on 1800 700 600 (free
call) or Aged and Community Care
Information Line on 1800 500 853
(free call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS) on 131
450 andask for an interpreter in your
language to connect you to the National
Aged Care Advocacy Line.
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COMPLAINTS AND CONCERNS

What should you do if you have a
complaint or concern?

You may want to talk to your aged care
manager first - some issues can be
resolved easily. Aged care providers must
have a complaints investigation process in
place. Residential age care providers also
have to report incidents of sexual or serious
physical assault to the police and the

Aged Care Complaints Investigation
Scheme.

The Aged Care Complaints Investigation
Scheme investigates complaints and
concerns about Australian Government-
subsidised aged care including residential
(hostel or nursing home) and community
care.

Anyone can contact the Aged Care
Complaints and Investigation Scheme -
care recipient, family member, care
provider, staff member and doctors. You
can make a complaint anonymously or if
you wish, your hame can be kept
confidential.

Your concern or complaint can be about
anything that affects the quality of care
for aged care recipients, such as care,
catering, hygiene, security, activities,
comfort, safety, neglect or financial
matters.

This service is free and confidential.

You can contact the Aged Care
Complaints Investigation Schemeon
1800 550 552(free call). If you need an
interpreter to help you communicate,
please call the Translating and
Interpreting Service (TIS) on 131 450
and ask for an interpreter in your
language to connect you to the Aged Care
Complaints Investigation Scheme

You can also contact the Aged Care
Complaints Investigation Scheme by mail:
GPO Box 9848 in your capital city.
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Harassment and abuse of residents, their
relatives, staff or others is unlawful and
will not be tolerated at this home. We
accept responsibility to provide a living
and working environment free from
harassment and abuse, and support the
rights of individuals to prompt,
professional and confidential action.
Policies and procedures are in place for
the management of harassment and
abuse.

Any incident of harassment, sexual or
otherwise, should be reported
immediately to the Manager. No person
will be penalised or disadvantaged as a
result of raising concerns or complaints
relating to harassment or abuse.
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PRIVACY AND
CONFIDENTIALITY

The information that you provide to us
will be treated sensitively. Australia’s
privacy laws require aged care homes to
meet certain standards in managing the
information that you supply.

Under both the Aged Care Act 1997 and
the Privacy Act 1988 you are entitled to
access the information that we have
collected from you. Please contact the
Manager if you wish to access your
personal information.

In accordance with the Health Privacy
Principles of the Health Records Act:

« We only collect personal information
from you with your prior knowledge
and consent;We only use personal
information provided by you for the
purpose for which it was collected;

« We do not disclose your information to
other parties without your consent,
except if required by law or other
legislation;

« We remove personal information from
our records when it is no longer
required (except where archiving is
required); and

. We have policies and procedures to
protect the personal information that
we have collected.

Protecting your personal information is
important. There are severe penalties,

including imprisonment, for people who
misuse personal information.

For more information about the protection
of personal information, please call the
Office of the Federal Privacy
Commissioner on 1300 363 992 (free
call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS) on 131
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the Federal Privacy Commissioner.
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LEGALITIES

Funeral Arrangements

We advise you to make funeral
arrangements in consultation with your
relatives and representatives to ensure
that your individual wishes are met.

Next of Kin

You will need to appoint a person to act
as your Principal Carer/Next of Kin. This is
so that staff can liaise with the Principal
Carer/Next of Kin if you become
incapacitated and cannot arrange your
affairs in the normal way. The kinds of
duties the Principal Carer/Next of Kin
would normally perform include the
purchase of clothing, personal banking
and arranging the purchase of general
toiletries, etc. The Principal Carer/Next of
Kin may pay for these services or arrange
payment for them through your account.
If your Principal Carer/Next of Kin
changes his or her contact details or is
planning to go away, please advise the
Manager. We will need to know where the
Principal Carer/Next of Kin can be
reached, otherwise an additional contact
name and phone number must be
provided in case of an emergency.
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Power of Attorney

A power of attorney is a legal document
that appoints someone else (the attorney)
to act on your behalf in matters of money
and property. For example, the attorney
can manage all your financial affairs,
including the payment of your care fees
from your bank account, or they can
arrange the sale of your property or
assets. You can place limitations on the
power of attorney to specify exactly what
you would like your representative to do
on your behalf. Most people want their
power of attorney to continue in effect
even, or especially, if they become
incapable of understanding. You can make
what is called an enduring powerof
attorney by stating in it that you intend it
to continue to be in effect even if you
become ‘of unsound mind’

An enduring power of attorney allows
your attorney to look after your interests
on your behalf, if you are not able to do
so for any reason. This may be useful if
you are having trouble remembering
things or if you are going into hospital for
a long period. For more information,
please contact your solicitor, community
legal centre, State or Territory Trustee
Company or local Magistrates’ Court.
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Guardianship and Administration

In the event that you are unable to make
decisions about your personal affairs, a
guardian may be appointed by a State or
Territory Government to act on your
behalf. A guardian is generally appointed
when - after your health professional
and/or relatives or representatives
present evidence before a board or
tribunal - it is found that without an
appointed guardian to manage your
personal affairs, you pose a significant
personal risk to yourself. Please ask the
Manager for more information on
guardianship.

Witnessing of Documents

Staff are not permitted to witness or sign
any legal documents for you or your
relatives. These policies are in place to
protect everyone concerned from
allegations of improper conduct by you or
a staff member. Please contact the
Manger for more information, or if you
require assistance in this matter.
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FEES AND CHARGES

Daily Care Fees

The fees and charges you may have to
pay include daily care fees, which are
set by the Australian Government
Department of Health and Ageing for
pensioners and non-pensioners. All
residents of aged care homes are asked
to pay a daily fee.

Please ask the Manager if you have any
specific questions about your financial
arrangements. If you need help
understanding the fees and charges
associated with aged care, please call the
Aged and Community Care
Information Line on 1800 500 853 (free
call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS) on 131
450 and ask for an interpreter in your
language to connect you to the Aged and
Community Care Information Line.

Centrelink provides a free financial
information service, which you can
contact on 132 300. If you need an
interpreter to help you communicate,
please call the Translating and
Interpreting Service (TIS) on 131 450
and ask for an interpreter in your
language to connect you to Centrelink.

You may also wish to consult with your
own financial advisers and legal
representatives.
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Accommodation Charge

The fees and charges you may have to
pay include an accommodation charge,
whichis calculated by high-care facilities
based on your assets. The calculation of
this charge is set out in the Aged Care Act
1997.

Please ask the Manager if you have any
specific questions about your financial
arrangements. If you need help
understanding the fees and charges
associated with aged care, please call the
Aged and Community Care
Information Line on 1800 500 853
(free call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS)on 131
450 andask for an interpreter in your
language to connect you to the Aged and
Community Care Information Line.

Centrelink provides a free financial
information service, which you can
contact on 132 300. If you need an
interpreter to help you communicate,
please call the Translating and
Interpreting Service (TIS) on 131 450
andask for an interpreter in your
language to connect you to Centrelink.

You may also wish to consult with your
own financial advisers and legal
representatives.
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CARE SERVICES

Care Planning

On admission, staff will consult with you,
your relatives or representatives, and
your doctor to determine your immediate
care needs. During the following few
weeks, other aspects of your
requirements will be determined and a full
care plan developed. At this time you and
your relatives or representatives will be
asked to make an appointment to discuss
the care plan. This is an opportunity to
share ideas and adjust the plan where
necessary. Your care needs will be
regularly assessed, monitored and
evaluated in order to ensure the services
provided continue to meet your individual
needs.

Medical Practitioners

Doctors visit the home regularly and are
on-call for emergencies.

You are able to choose your own doctor.
Your doctor must be willing to attend the
home upon your admission and on an
ongoing basis.

Allied Health Referrals

The need for various other therapies and
services may be identified on admission
and during the development of your care
plan. If there is a need for a referral to a
dietician, podiatrist, speech pathologist,
etc, these services can be arranged with
the appropriate health professionals (who
will usually visit the home). The Aged
Care Act 1997 determines whether this is
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paid by yourself or by the home. Please
ask the Manager for more information.

Palliative Care

Palliative care comprises care services to
improve the quality of life of people who
have a serious or life-threatening disease.
An individual palliative care program will
be developed in accordance with your
wishes. The program will seek to maintain
your comfort and dignity and
accommodate religious, spiritual and
cultural requirements and extensive
family involvement.

Information about Dementia

Alzheimer’s Australia is a consumer
organisation that provides information,
support, advocacy and education to
people with dementia, their relatives and
representatives. Alzheimer’s Australia can
be contacted through the Dementia
Helpline on 1800 100 500 (free call).

If you need an interpreter to help you
communicate, please call the Translating
and Interpreting Service (TIS) on131
450 and ask for an interpreter in your
language to connect you to the Dementia
Helpline.
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CULTURAL AND RELIGIOUS
REQUIREMENTS

All aged care homes are required to
provide care that is appropriate to your
cultural and religious beliefs and customs.
You have the right to practise your own
religion. To help you maintain the
traditions and customs that are important
to you, it is important that you or your
relatives or representatives inform the
staff of any particular religious or cultural
requirements.

The home will acknowledge and respect
your cultural identity. Staff will encourage
and support you to maintain your existing
links with cultural, ethnic or social
communities, and to take part in the
social life of those communities.

Individual interests, customs and beliefs
are valued and fostered. Please consult
the Manager to see how your specific
needs can be met.
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FOOD SERVICES

Meals are prepared in accordance with the
health standards set out in the relevant
Food Act, from delivery of goods to
service at the table.

You or your relatives or representatives
should inform the Manager of your food
requirements, including any religious or
cultural requirements concerning diet and
food preparation.

Kosher Meals

We are able to meet your Kosher dietary
requirements.

Halal Meals

We are able to meet your Halal dietary
requirements.

Vegetarian Meals

We are able to meet your vegetarian
dietary requirements.

Snacks and drinks are available for
residents from the kitchen on request.

Tea and coffee-making facilities are
available to residents at all times.

Residents may consume alcohol at the
home within reason, unless your health
professional indicates otherwise.

Visitors to the home are invited to make
use of the tea and coffee-making
facilities.
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Families and friends are welcome to come
to stay for a meal (at a minimal charge).
Please notify the kitchen in advance.

If food is brought into the home by
visitors for consumption by a resident, it
must be labelled with name of the
resident, the date the food was prepared,
and then placed in a refrigerator. Food
more than three days’ old will be
discarded.

Due to food safety regulations, food
brought into the home by relatives or
friends cannot be placed in the home’s
freezers, refrigerators or cool room and
cannot be reheated by staff. It remains
the responsibility of you and your
relatives to ensure that any food brought
into the home that has not been cooked
on the premises is monitored and
discarded as appropriate.
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RECREATIONAL ACTIVITIES

You will be encouraged and supported to
participate in as many interests and
activities as desired.

Our programs of activities, both internal
and community-based, cater for many
interests.

Activities are planned and carried out with
input from you, your relatives and the
community.

Staff will endeavour to support you in
pursuing your existing hobbies and
interests

The home’s activities program may
support you in developing new interests
and hobbies.

Community Visitors’ Scheme

The Community Visitors” Scheme is a
national program that provides
companionship to socially isolated people
living in Australian Government-funded
aged care homes. The Scheme arranges
community volunteers to visit selected
residents on a regular, one-to-one basis.

Any resident whose quality of life could be
improved by the companionship of a
regular community visitor can be referred
to the Community Visitors Scheme by an
aged care home.
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GENERAL INFORMATION

Fire Safety

In the case of fire, staff and the fire
brigade will take control and instruct
residents accordingly. Staff have been
instructed in fire safety procedures, so
take direction from them. Always obey
the direction of a member of the fire
brigade. Report anything that could cause
harm immediately so that staff can take
appropriate action.

Personal Items

You may wish to bring some of your own
furnishings, such as your favourite chair,
a television/video/DVD, a radio/CD/record
player, a bedside light or a small table,
and other personal items such as photos
and other memorabilia, books and music.
Please discuss insurance of any valuables
with the Manager.

Laundry

All heavy and personal laundry that can
be machine-washed will be laundered for
you. Make sure that each garment is
labelled with your name, and that your
labels are waterproof and can withstand
clothes driers.
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Changing Rooms

Please see the Manager if you wish to
change rooms. The Manager will have to
consider factors such as whether an
alternative room is available; the effect a
move will have on other residents, and
the terms of your agreement. Generally,
you can only be moved at your request
and with your agreement.

Social and Hospital Leave

You can leave your aged care home for up
to 52 nights each year, whenever you
want. This means that you can spend a
night or nights with your family or friends
and you do not have to pay an additional
fee. This is known as social leave. Your
absence will only be counted as leave if
you stay away overnight. During this
time, the Government will continue to pay
the various subsidies to your aged care
home. If you choose to take more than 52

nights’ leave, the Government will not pay

a subsidy for that extra time and your
home may ask you to pay more Note that
time spent in hospital isn’t counted as
part of your social leave. You will be
asked to pay your normal fees and
charges during this time. Please ensure
that you inform the Manager of your
intention to take social leave.
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Transport

Staff can help you to arrange transport to
your appointments.

Please understand that residents are
responsible for costs of transportation.

Telephones

You may choose to have your own
telephone in your room. Please note that
if you choose to do so you will enter into
a contract with an external
telecommunications service provider that
will be your full financial responsibility.

A public telephone is available for
residents’ use. Please consult staff
regarding operating instructions.

Mail

Please consult staff regarding when and
where incoming mail is distributed, and
where to place outgoing mail.

Library

Residents are encouraged to make use of
the home’s library. Please ask staff where
it is located.

Volunteers from the local library service
visit regularly to distribute and collect
books. Please ask staff for more
information about this service.
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Hairdresser

A qualified hairdresser regularly visits the
home. Please consult staff regarding
appointment times.

You may choose to have your own
hairdresser visit the home. Please
understand that you will be responsible
for payment of this service.

Pets

Family pets are welcome to visit but must
be under supervision at all times. Please
ask the Manager for more information.

Smoking

We have a non-smoking policy within all
buildings. Ask staff where the designated
smoking areas are located and please use
the ashtrays provided.
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