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Our job is to help people stay living in their own homes. 

We are funded by the government to work with you, your family and other people 
you choose to:

• Make a plan about the things you are good at and the things you need help 
with to happily and safely stay living in your own home

• Provide staff to help with the jobs that you find hard to do by yourself

It is very important to us that you are in charge of the plan. 

We are very good at listening!

This handbook tells you about the sorts of work we can do, your rights and what  
is expected of you.

Our service welcomes all people regardless of culture, sexual orientation and 
background.

INTRODUCTION

Want to find out more?

Mail:  Corangamite Shire, PO Box 84, Camperdown, 3260

Phone:   03 5593 7100

Email:  shire@corangamite.vic.gov.au

Website:  www.corangamite.vic.gov.au

Office Hours:   8:30 am to 5 pm, Monday to Friday (except public holidays)

Although funding for this handbook has been 
provided by the Australian Government, the 
material contained herein does not necessarily 
represent the views or policies of the Australian 
Government. 

Supported by the Australian Government 
Department of Health. Visit the Department of 
Health website for more information. 
www.health.gov.au
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Who can get our services? 

You need to be:

•    Living at home and needing support

•   At risk of going into a nursing home before you are ready; or

•   A person of any age with a disability or someone caring for a person  
 with a disability

SERVICES
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How to get our services

For people over the age of 65 or for Aboriginal and Torres Strait Islander people 
over the age of 50 years, services can be accessed by contacting My Aged Care by 
phone on 1800 200 422 or by registering on the internet at www.myagedcare.gov.au   
If you need assistance to contact My Aged Care please call us and we can help you.

For people under the age of 65, anyone can contact us to ask about what we can 
do as long as the person needing support has given their consent.

An assessment officer will talk to you about whether you can get our services. If you 
have a letter from a doctor or any other health worker or you would like us to talk to 
them, please let us know. If we cannot help, then we will do our best to put you in 
touch with someone who can.

Working out what help you need

Our assessment officer will arrange a time to visit you at your home and will spend 
time talking with you and your family about how you are managing and the sorts 
of help you need. They will talk to you about what is important for your health and 
wellbeing like:

• Your house and where you live

• Your past and present health

• Who you have helping you at the moment

• What you like to do in the community

• Your financial situation

They will also talk to you about the things you are good at, what you need and what 
you want to achieve (your goals) by having our support. 

All this information will be used to work out a plan to help you reach your goals. 
It is very important that you are happy with the plan, after all, it’s your life, so the 
assessment officer will always check with you to make sure the plan is what you 
want.

Sometimes we are not able to give you all the support you would like. This means 
that you may be put on a waiting list or you may not get as much help as you want. 
We are always checking to see how all our clients are going and try to give support 
to those people who need it most.
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Our way of working with you

The most important part of working with you is listening to you and your family and 
working with you rather than just doing things for you.  

We understand that everyone is different. Because of this, people need to be 
treated as individuals. When working with you our staff focus on building on your 
stengths, capacities and goals.

We try to help you be as independent as possible in daily living as well as reducing 
the risks to your safety while living at home.

We will help you be involved in your community and keep doing what you enjoy. 

We can also provide short term support aimed at a specific goal or outcome to 
help you get used to a loss of ability or to build your confidence and ability to do 
activities.

Checking on how you are going

We understand that your plan and the support we provide needs to be checked 
from time to time to make sure we are doing the best possible job to help you meet 
your goals. Sometimes you may even want to change your goals, which is fine.

Our support staff talk to their manager all the time and they let us know how you 
are going. If there are any changes in how you are going we will get in touch to see 
what you think about your plan and if it needs to change.

If you feel at any time you would like to change your plan in any way, just give us a 
call on 03 5593 7100.
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Home Help
We have staff who can come to your house and help with the housework. 

They can:

•   Sweep, mop or vacuum floors

• Clean bathrooms and toilets

• Clean benches and cupboards

• Dust

• Make or change beds

SERVICES WE OFFER
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Personal Care
Our community care staff have been trained and have a lot of experience  helping 
look after your personal hygiene. They can help with:

• Bathing and showering

• Dressing and undressing

• Toileting

• Looking after your hair

• Shaving

• Eating and drinking

Respite Care
Having a break is sometimes very important for carers. We have skilled staff who 
can come to your home and look after you while your carer goes out or does other 
things for a short time. We will work with you and your carer to plan carefully for 
when they are away so you are well looked after.

Home Maintenance
Our main job is mowing lawns so that it is safe for you to go outside.  
Please remember this is not a complete gardening service. It is done for safety, so 
sometimes, if you have a big lawn, it will not all be mowed. We can help with minor 
repairs around the house and modifications to make your home safer, such as 
putting in handrails.

Meals on Wheels
A cooked meal can be delivered to your home each day. We are very lucky to have 
volunteers who will deliver your meals to the door.  If you need special food, for 
example, if you are a diabetic, we can make sure you get a meal that suits your 
needs. It is important for you to be home when the meal is delivered because the 
volunteers can’t leave the meal due to safety reasons. 

F K X Y
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Community Transport
If you have no way of getting to important medical appointments we may be able 
to help.  We have volunteer drivers who use their own cars to pick you up from 
home, drive you to your appointment and home again.

We also run a fortnightly Community Bus from Lismore and Derrinallum to 
Camperdown and return.

Personal Alarms
People who live alone and who have a medical condition, disability or are frail and 
at risk of not being able to let anyone know if they need emergency help, can get a 
personal alarm.  

The alarm is a pendant with a button that can be worn around the neck or wrist, 
and can be pressed to let people know that you need urgent assistance.

How much does it cost?

Most of the cost of our services is paid for by the government but there are user 
fees for all services.

How much you pay depends on your financial situation.  The assessment officer 
will help you work out what you will have to pay and the easiest way for you to 
make your payments.

In special situations where you are having financial trouble you can get services at 
no or lower cost.  Talk to the assessment officer if paying fees could be a problem.
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RIGHTS AND RESPONSIBILITIES
As a client of our services you have the right to:
1.  Safe and high quality care and services 

2.  Be treated with dignity and respect 

3.  Have your identity, culture and diversity valued and supported 

4.  Live without abuse and neglect 

5.  Be informed about your care and services in a way you understand; 

6.   Access all information about myself, including information about your rights,  
 care and services 

7.   Have control over and make choices about your care, and personal and social  
 life, including where the choices involve personal risk

8.  Have control over, and make decisions about, the personal aspects of your  
 daily life, financial affairs and possessions 

9.  Your independence 

10.  Be listened to and understood 

11. Have a person of your choice, including an aged care advocate, support you or  
 speak on your behalf 

12. Complain free from reprisal, and to have your complaints dealt with fairly and  
 promptly 

13. Personal privacy and to have your personal information protected 

14. Exercise your rights without it adversely affecting the way you are treated. 

Everybody involved in the delivery of your care must respect your rights.

You and your family/carers also have some responsibilities.  

These include:
• Treat others with courtesy and respect

• Respect the rights of staff to work in a safe environment

• Assist your provider by giving relevant information

• Pay agreed fees on time

We have included the Australian Government, Department of Health Charter of 
Rights and Responsibilities - Community Care on page 20 of this booklet.   
This explains your rights and responsibilities in detail.



12 / Client Handbook 2017

YOUR INFORMATION, IT’S PRIVATE
We do need to collect information about you to help us plan and deliver the 
support that you need.

Your information can only be seen by staff who are involved in your care or other 
people you agree to share it with.  If you do choose to share information you can 
say what you want to share and what you want kept private.

All your information is stored securely, these days most information is kept on our 
computer systems and can only be accessed by our staff.

You have the right to access any information that we keep about you.  

The Victorian Government has laws called the Information Privacy Act 2000 and 
the Health Records Act 2001.  We have to follow these laws which make sure your 
right to privacy is protected.
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Advocacy

An advocate is someone you choose who can;  

• Help you make decisions

• Make sure you are listened to

• Stand up for your rights

• Offer suggestions and talk to you about your choices

You have the right to have an advocate be part of any meetings you have with our 
staff or to contact us at any time if you have any problems with our service.

An advocate can be a family member, friend, neighbour or someone who works for 
an advocacy service.  You can call the National Aged Care Advocacy Line   
on 1800 700 600 (free call).

You will need to tell us who your advocate is and fill in an Advocacy Form so that we 
know the person has your permission to act for you.

Feedback and Complaints

We are always looking for ways to make our services better so any suggestions you 
have will always be welcome.  

We see complaints as another way of learning how we can do our job better so 
they are welcome just as much as any other feedback.  We take all complaints very 
seriously and have strict rules about how they are handled.

We understand that making a complaint can be very difficult so we make sure we 
try and sort out the problem quickly and fairly, and make sure you know what we are 
doing about your complaint.  You can send us a letter, talk to us on the phone, send 
an email or come to our office if you want to make a complaint.  All our contact 
information is at the front and back of this booklet.

If you don’t think we have handled your complaint fairly or feel more comfortable 
complaining to someone else the Australian and Victorian Governments can look 
at complaints.  Please look at page 25 of this booklet for a list of contacts.
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GENERAL SERVICE INFORMATION
Service Delivery

We try to have the same worker come to your home on the day and the time that 
you asked for.  Sometimes this may need to change, for example the worker may be 
sick or on holidays.  If this happens we will always ring you and talk about the best 
way we can deliver the service.  

Please allow half an hour either side of your rostered times for staff to arrive. 

You need to be home at all times during your service. Community Care staff cannot 
provide your service without you being present.

Care Plans

The care plan tells the worker what they need to do and how they need to do it.   
The care plan is worked out with you.  If for any reason you think the plan needs to 
be changed just tell your care worker and they will tell their team leader.

Cancelling services

We understand there will be times when you have something else on so won’t be at 
home for your service.  Please give us at least a day’s notice if this happens.

After hours/emergency telephone service

This service is to be used in emergencies only or if you need to cancel a service that 
is being delivered out of normal business hours. If you need to contact us outside 
our office hours of 8.30 am to 5.00 pm, call our usual office number 5593 7100, 
and follow the prompts for the Aged and Disability Services Coordinator.

Public Holidays

Usually we don’t provide services on public holidays (apart from Meals on Wheels).  
If you can’t wait until the next visit give us a call and we will try to help.

Your privacy

Our staff are not allowed to talk about other clients with anyone apart from their 
team leader. The staff are not to talk about their own personal problems with you.
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Staff privacy

Staff are not allowed to give you their personal phone numbers or tell you where 
they live. 

Handling your money/banking

Our staff can help pay your bills up to $200 by cash or cheque (not by card).   
They must give you a receipt and fill in the ‘Client Shopping Record’ so that 
everyone can see that it has been done properly.

Gifts

Our staff are not allowed to accept any gifts from you or ask for any extra money for 
helping you.

Damage to property

Staff will always be very careful in your home but sometimes things get broken and 
accidents do happen.  If this happens the staff member will tell their team leader 
who will talk to you to work out what to do.

If you are not home

If you don’t answer the door when a service is due we will follow the plan that we 
made with you as part of your care plan.  It is very important that we know you are 
safe and well so if we are worried, we may call your emergency contacts.  If they do 
not know where you are or we can’t get in touch with them, we will call the police.
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HEALTH AND SAFETY
Making sure that your home is a safe and healthy place is important for 
you and our staff.

Home Safety check

On our first visit to your home the assessment officer will do a check with you to 
make sure your home is safe and if not, work out what needs to be done to make it 
safe.

Smoking

We ask that you do not smoke in the house when our worker is there. 

Pets and Animals

Please keep pets or animals on a leash, in a cage, or securely out of the way when 
our staff are at your home.

Lifting or moving heavy furniture

Our staff are not allowed to do heavy or repetitive lifting.

Vacuuming

Because our staff spend a long time vacuuming it is important that you have a light-
weight cleaner or a ducted system.  They are not allowed to carry the cleaner up or 
down stairs.

Carpet squares and mats

Staff cannot lift mats or carpet squares.  Sometimes we may ask you to remove 
mats that could cause someone to trip.

Cleaning toilets

Staff can clean the main toilet in your home.  Please make sure you supply a long 
handled toilet brush in a container.

Cleaning baths and showers

We will only clean the bathroom that you use. If it is upstairs, the cleaning equipment 
like mops and buckets needs to be upstairs as well.  We do not clean spa baths.
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Bed making

Your bed must have castors if it is against a wall so the worker can move it easily to 
change the linen.  If your bed doesn’t have castors, then please make sure it is not 
against a wall.

Clothes washing, drying & hanging

Please make sure your washing machine works properly and that it is easy to reach.  
Our staff can do light hand washing. You must make sure that if you have pets, they 
are contained so the worker can carry the washing to the clothes line.

Ironing

Our staff can iron for 20 minutes at the most.  Please make sure your iron is clean 
and safe and you have a light weight ironing board or table top board.

Cobweb removal

Staff can remove cobwebs with a light-weight broom.  They are not allowed to use a 
vacuum cleaner.

Shopping 

Staff can carry two regular sized shopping bags.

Dusting

Usually you would be expected to do your own dusting, but if you have a medical 
condition that makes dusting unsafe then our staff can dust for you.

Infection control

Sometimes staff will wear gloves, aprons, masks or other protective equipment.  This 
is to help stop infections or diseases being given to another person.

Working in hot weather

Please try and make your home as cool as possible in hot weather.

Electrical safety 

We give all our staff a safety switch in which they plug all electrical equipment like 
vacuum cleaners, irons etc.  This makes sure they are protected from any electric 
shocks.
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Household Cleaners, Chemicals and Equipment 

Our staff can only use products that we know are safe.

• They cannot use anything with chlorine or ammonia in it

• They cannot use products that are in unlabelled containers

• They must use according to the instructions

Non-Chemical Alternatives

Vinegar, Lemon Juice, Bi-Carbonate of Soda, Teatree Oil* and Eucalyptus Oil*

GENERAL CLEANING

Ajax Powder Cleanser

Ajax Spray N Wipe

Handy Andy – Pink and Green

Jif cream

Pine O Cleen 4 in 1 Multi Purpose Cleaner*

Earth Choice Multi Purpose Spray

Earth Choice Dish Wash Liquid, 

Mr Sheen Trigger Spray 

(to be poured onto a cloth)

Windex (to be poured onto a cloth)

Sugar soap

REQUIRED EQUIPMENT

Vileda mop and bucket (available at hardware stores and most supermarkets)

Vileda Bath Magic system

Light weight vacuum cleaner

Harpic Active Cleaner Liquid*

Pine-O-Cleen Disinfectant* 
Earth Choice Toilet Cleaner

TOILET

Duck Fresh Pine

FLOORS

Ajax Floor Cleaner

Handy Andy Pink

Pine O Clean Multi Purpose*

LAUNDRY

Client’s choice of laundry powder/
liquid. 
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Client Satisfaction survey

During the year you may be asked to complete or participate in a client 
satisfaction survey. This may take the form of either a phone survey or a 
questionnaire posted to your home.

We encourage you to provide feedback regarding the services provided. 

Feedback from surveys helps us to improve and develop our services.
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CHARTER OF AGED CARE RIGHTS  
Aged Care Act 1997, Schedule 2 User Rights Principles 2014 
(amended 1 July 2019)

1  Care recipients’ rights - home care

General

(1) Each care recipient has the following rights:

   (a)   to be treated and accepted as an individual, and to have his or her individual  
     preferences respected

  (b)  to be treated with dignity, with his or her privacy respected

  (c)   to receive care that is respectful of him or her, and his or her family and home

  (d)   to receive care without being obliged to feel grateful to those providing the care

  (e)   to full and effective use of all human, legal and consumer rights, including the        
 right to freedom of speech regarding his or her care

  (f)   to have access to advocates and other avenues of redress

  (g)   to be treated without exploitation, abuse, discrimination, harassment or neglect

Consumer Directed Care - choice and flexibility

(2) Each care recipient has the following rights:

  (a)  to be supported by the approved provider:

  (i)  to set goals in relation to the outcomes he or she seeks from home care

  (ii)  to determine the level of ongoing involvement and control that he or she  
   wishes to have in the provision of the home care

  (iii)  to make decisions relating to his or her own care

  (iv)  to maintain his or her independence as far as possible

  (b)  to choose the care and services that best meet his or her goals and    
    assessed needs and preferences, within the limits of the resources available

  (c)   to have choice and flexibility in the way the care and services are provided at  
     home

  (d)   to participate in making decisions that affect him or her

  (e)   to have his or her representative participate in decisions relating to his or her  
         care if he or she requests it or if he or she does not have capacity
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  (f)  to choose the approved provider that is to provide home care to him or her, and  
     to have flexibility to change that approved provider if he or she wishes.  

Consumer Directed Care - care and services

(3) Each care recipient has the following rights:

  (a)   to receive reliable, coordinated, safe, quality care and services which are   
    appropriate to meeting his or her goals and assessed needs

  (b)   to be given before, or within 14 days after, he or she commences receiving  
   home care, a written plan of the care and services that he or she expects to  
     receive

  (c)   to receive care and services that take account of his or her other care   
    arrangements and preferences

  (d)   to ongoing review of the care and services he or she receives (both periodic  
    and in response to changes in his or her personal circumstances), and   
    modification of the care and services as required.

Consumer Directed Care - individualised budget and monthly statement of 
available funds and expenditure

(3A) Each care recipient has the following rights:

  (a)   to receive an individualised budget for the care and services to be provided

  (b)   to have his or her individualised budget reviewed and, if necessary, revised if:

 (i)  the care and services to be provided, or the costs of providing the care and  
       services, change; or

 (ii)  he or she requests the approved provider to review and, if necessary, revise  
       the individualised budget

  (c)   to receive a monthly statement of the funds available and the expenditure in  
    respect of the care and services provided during the month.

Personal information

(4) Each care recipient has the following rights:

  (a)   to privacy and confidentiality of his or her personal information

  (b)  to access his or her personal information.

Communication

(5) Each care recipient has the following rights:
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  (a)   to be helped to understand any information he or she is given

  (b)  to be given a copy of this Charter

  (c)   to be offered a written agreement that includes all agreed matters

  (d)   to choose a person to speak on his or her behalf for any purpose.

Comments and complaints

(6) Each care recipient has the following rights:

  (a)   to be given information on how to make comments and complaints about the   
    care and services he or she receives

  (b)   to complain about the care and services he or she receives, without fear of   
    losing the care or being disadvantaged in any other way

  (c)   to have complaints investigated fairly and confidentially, and to have appropriate  
    steps taken to resolve issues of concern.

Fees

(7) Each care recipient has the following rights:

  (a)   to have his or her fees determined in a way that is transparent, accessible and fair

  (b)   to receive invoices that are clear and in a format that is understandable

  (c)   to have his or her fees reviewed periodically and on request when there are   
    changes to his or her financial circumstances

  (d)   not to be denied care and services because of his or her inability to pay a fee for  
    reasons beyond his or her control.

2  Care recipients’ responsibilities - home care

General

(1) Each care recipient has the following responsibilities:

  (a)   to respect the rights of care staff to their human, legal and workplace rights   
    including the right to work in a safe environment

  (b)   to treat care staff without exploitation, abuse, discrimination or harassment.

Care and services

(2) Each care recipient has the following responsibilities:
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  (a)   to abide by the terms of the written home care agreement

  (b)   to acknowledge that his or her needs may change and to negotiate    
    modifications of care and service if his or her care needs change

  (c)   to accept responsibility for his or her own actions and choices even though  
     some actions and choices may involve an element of risk.

Communication

(3) Each care recipient has the following responsibilities:

  (a)   to give enough information to assist the approved provider to develop, deliver  
    and review a care plan

  (b)   to tell the approved provider and their staff about any problems with the care  
    and services

  (c)  before the care recipient changes approved providers, to tell the approved  
    provider and their staff of the day the care recipient intends to cease to receive  
    home care services from the approved provider.

Access

(4) Each care recipient has the following responsibilities:

  (a)   to allow safe and reasonable access for care staff at the times specified in  
    his or her care plan or otherwise by agreement

  (b)   to provide reasonable notice if he or she does not require home care to be  
    provided on a particular day.

Fees

(5) Each care recipient has the responsibility to pay any fees as specified in the  
 agreement or to negotiate an alternative arrangement with the provider if any  
 changes occur in his or her financial circumstances.
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Feedback and complaints

You can complete the Client Feedback Sheet any time you wish to tell us anything about 
your service. Or you can contact us:

Mail:    Corangamite Shire  
  Aged and Disability Services 
  PO Box 84, Camperdown  
  VICTORIA 3260

Phone:  5593 7100

Email:  shire@corangamite.vic.gov.au

If you don’t feel comfortable talking to us about your complaint you can call:

 Aged Care Quality and Safety Commission 
 GPO Box 9818 
 MELBOURNE  VIC  3000

Phone:  1800 952 822 
Web: www.agedcarequality.gov.au

 Disability Services Commissioner 
 570 Bourke Street 
 MELBOURNE  VIC  3000

Phone: 1300 728 187
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What happens to information about you 
while you are a consumer of this service?

Who are we?
We are one of several health and community 
care services in your area, all working together 
in partnership to meet your health needs.

What information do we collect 
about you?
We keep your name and contact details on your 
consumer record. Other details such as your 
care plan and information about your health are 
recorded each time you visit.

Why do we collect your information?
The information we collect helps us to keep 
up-to-date details about your needs, so we can 
care for you in the best possible way. We also 
use the information to better manage and plan 
this service.

Who else sees your information?
Your information can only be seen by the 
professionals in this service involved in your 
care. Otherwise, we only release information 
about you if you agree or if required by law, 
such as in a medical emergency.

What say do you have in what 
happens to your information?
You have a say in what happens to your 
information. We rely on the information you give 
us to help provide the right care for you. If you 
decide not to share some of your information or 
restrict access to your consumer record, this is 
your right, but it may affect our ability to provide 
you with the best possible services. Talk to us if 
you wish to change or cancel your consent.

How will your information 
be protected?
We are committed to protecting the 
confidentiality of your record. The privacy of 
your information is also protected by law. 
We treat your information in the strictest 
confidence and store it securely.

Can you access your information?
Yes, you have a right to request access to your 
information and to ask for it to be corrected if 
necessary.

Any other questions?
Please talk to one of our staff if you have any other questions or complaints about what happens to 
your information while you are our consumer, or if you wish to access your record.

Your information
It’s private

The Department of Human Services, 2009
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Corangamite Shire Council

Civic Centre, 181 Manifold Street, Camperdown VIC  3260

Telephone 03 5593 7100  Facsimile 03 5593 2695  Email shire@corangamite.vic.gov.au
www.corangamite.vic.gov.au


