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Welcome 

 

Welcome to Darebin City Councilôs Aged and Disability Department. Our  

services are for older people and people with a disability living in Darebin.  We 

offer a range of services to help you stay active in your home and community.  

We offer choice and flexibility so that we can meet your needs. Our friendly  

Community Support Workers deliver high quality services to you in your home 

and local community.  

 

 

Connecting with us 

 

You can call the Aged and Disability Department at any time. If you call outside of 

work hours, we will call you back as soon as we can.  

 

 Aged and Disability Department 

 8470 8828 

 

 Ask for an interpreter if you need help with English 

 

 More information on our services can be found at: 

   www.darebin.vic.gov.au/agedcare 
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Diversity in Darebin   

 

At Darebin we value diversity. This means that we support all members of our 

community, regardless of their cultural background, disability, gender, religion 

or sexual orientation. We welcome the chance to talk to you about your story 

and how we can support you. 

 

We support people from all language backgrounds. If needed, we can: 

¶ Bring an interpreter with us when we first visit you at home to talk 
about  your needs and goals. 

¶ Use an interpreter when we talk to you over the phone. When you call 
us, please let us know what language you prefer to speak.  
You can also call Councilôs Multilingual Telephone Line at any time:  
8470 8470 

¶ Send a Community Support Worker who speaks your language for 
some services (such as Respite Care). 
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How we work with you 

 

Learning about you 

Once you contact us we will make a time to visit you at home. You can  

also give consent for someone else to speak to us for you. This might be a 

family member, friend, doctor or health service.  

 

Planning with you 

We will then work with you to come up with your individual care and  

support plan. This plan will focus on your goals. It will also outline how our 

services will help you to reach these goals.  

 

Supporting you 

Our staffôs role is to work with you to stay active in your home and the 

community. This means you need to be home for the service to take place. 

We know that things change over time. To make sure we stay up to date 

with your needs, we will review these with you every year. If you would like 

us to do this review earlier, please let us know by calling the Aged and Dis-

ability Department. Changes to your individual care and  

support plan cannot be made through a Community Support Worker.  

 

Who will support you? 

We have over 160 Community Support Workers who support people in 

their homes and the community. All these Community Support Workers 

are qualified and trained to make sure they are able to support people with 

a range of different needs.  

Depending on your individual care and support plan, you may also meet or 

speak with some of our other staff: 

¶ Team Leaders 

¶ Home Delivered Meals Drivers 

¶ Community Transport Drivers 

¶ Home Maintenance Officers 

All our staff have current Police Checks and, if needed, Working with  

Children Checks. 



When we work with you 

 

Timesheets 

Before our Community Support Workers leave, they will ask you to 

sign a timesheet on their mobile device. This timesheet will say the 

day, and the length of time they spent with you. By signing this, you 

are saying that you agree that the day and times are correct. If you 

do not agree, and do not wish to sign, please call the Aged and  

Disability Department.  

 

Changes to your support 

There may be times where we have to change the day or time that 

we visit you. We will give you as much notice as possible.  

At times you may feel that you want to stop one of our services,  

either forever or for a short time. If so, we ask that you let us know at 

least 48 hours before you are due for that service.  

If you are not home when we come to visit: 

1. First we will try to call your emergency contact to make sure 

you are safe and well.  

2. If we can not get on to your emergency contact, we will try to 

call your doctor.  

3. If neither your emergency contact or your doctor can tell us 

where you are, then we will ask the police to help us check your 

house and make sure you are ok.  

 

Public Holidays 

We are committed to making sure we support you when you need, 

including on public holidays when we can. This means making sure 

we have enough Community Support Workers for these public  

holidays. Please call the Aged and Disability Department to let us 

know which public holidays you feel you may need support.  
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Your rights 

You have the right to: 

¶ Be treated with respect and courtesy by all our staff 

¶ Be part of coming up with your individual  care and support 
plan 

¶ Have your individual care and support plan carried out in the 
way that you have agreed 

¶ Information about our services, such as: what services we can 
offer, when we can offer them, and how much they will cost 

¶ Feel safe with the staff that support you in your home and the 
community 

¶ Support from an advocate to help make sure our services meet 
your needs (find out more about this on page 5) 

¶ Give us feedback (either a complaint or a compliment) about 
our services (find out more about this on page 6) 

¶ Have your information stored in a private and confidential way 

¶ Not sign a Community Support Workers time sheet, if you do 
not agree with what it says  

Your responsibilities  

To make sure that you, your household, your carers/advocates and 

our staff are safe, we need you to: 

¶ Be part of setting goals and working with us to plan services  

¶ Make sure your home is safe for our Community Support 

Workers to work in (find out more about this on page 7) 

¶ Treat all our staff with respect and courtesy 

¶ Pay for services as agreed 

¶ Let us know as soon as possible if you will not be home for 

your service 

¶ Let us know if your needs change, so that we can change 

your individual care and support plan. To do this, please call 

the Aged and Disability Department. Changes to your plan 

cannot be made through a Community Support Worker.  

Your rights and responsibilities  



Your right to an óadvocateô  

 

We know that at times you may not feel comfortable talking to our staff about your 

needs or our services. You may find it helpful to have someone else speak to us 

for you. This person is called an óadvocate.ô  

 

Who can be an advocate? 

An advocate can be a family member, friend, health professional, or someone from 

an advocacy service. You can choose your own advocate. We will check that you 

are happy for them to speak to us for you. 

How to get an advocate? 

If you do not have your own advocate, a number of agencies can help to set you 

up with a professional advocate. 

Office of the Public Advocate  

and Guardianship Board 

Call: 1300 309 337  

TTY: 1300 305 612 

or visit: publicadvocate.vic.gov.au 

Victorian Equal Opportunity and  

Human Rights Commission 

Call: 1300 891 848 

TTY: 1300 289 621 

or visit: humanrightscommision.vic.gov.au  

Elder Rights Advocacy 

Call: 1800 700 600 

or visit: era.asn.au 

 

Disability Justice Advocacy 

Call: 1800 808 126 

or visit: justiceadvocacy.com 

Action on Disabilities within  

Ethnic Communities (ADEC) 

Call: 1800 626 078 

or visit: adec.org.au 

 

Association for Children  

with a Disability 

Call: 03 9818 2000 

or visit: acd.org.au 

The Victorian Mental Illness  

Awareness Council  

Call: 03 9388 1445 
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Complaints and feedback 
We welcome your feedback 

Your feedback lets us know what works well, but also helps us to understand the areas where 

we need to improve. If you have a compliment, comment or complaint about any of our services 

we want you to tell us. 

Making a complaint 

If you are unhappy with our services at any time, you can make a complaint. You can do this in 

person, over the phone, by email or in writing. If you write to us or send an email, we will let you 

know that we have received your complaint. 

We will try to deal with your complaint as quickly as possible. If we need to look further into 

what has happened, we will let you know. We will also keep you updated along the way.  

To make a complaint, or for more information about how to make a complaint fill out one of the 

forms in this pack, or give us a call.  

     Outcome 

We will let you know what our final decision is in writing. If you would like, we can also 

send a copy of the decision to your representative. 

If you are unhappy with the final decision, and have new information to add, you can 

ask for an internal review. Contact us by phone, email, letter or in person. 

If you are unhappy with our decision, or the way we have dealt with your complaint, 

you can ask for an external review by contacting the Victorian Ombudsman or the 

Aged Care Complaints Scheme. Your written copy of our final decision will tell you 

how to do this. 

     Stage two: Look into further 

If you ask us to have a further look into what has happened, we do this within 10  

working days.  

If for some reason we need more time to respond to your complaint, we will let you 

know  why. We will keep you updated along the way with how we are going with your 

complaint. 

     Stage one: First Response 

We will always try to respond to your complaint within 5 working days. If you are not 

happy with our response, you can ask that we have a further look into what has  

happened. 

This means your complaint will move on to Stage two: Look into further 



Your information, itôs private  

 

Your information 

We will keep your name and contact details on your client record. When 

we come to visit we may also take notes about your care plan and our 

services. These will also be kept with your client record.  

 

Why do we collect your information? 

Keeping this information helps us stay up-to-date with your needs. It also 

helps us make sure that our services are working for you. 

 

Who will see your information? 

We will only share your information with the staff that have a role in your 

support plan.  

We keep your information private and confidential. This means that we 

store it securely, and do not give it out to anyone else unless you agree.  

There may be times where the law says we have to share your  

information, such as in a medical emergency.  

 

What say do you have in what happens to your information? 

We will use any information you give us to make sure our services meet 

your needs. It is your right to have a say in what information you share. If 

you choose not to share some information, this may make it harder for us 

to plan your services. 

 

Can you see your information? 

Yes, it is your right to see your client record at any time. You can also ask 

for information on your record to be changed. 
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Safety for our staff 

 

We have a responsibility to make sure all our staff have a safe and risk-free  

workplace. When our staff are in your home, it becomes their workplace.  

While our Community Support Workers are in your home, we ask that you: 

¶ Are at home for the whole time  

¶ Make sure that getting into and around your home is safe and easy 

¶ Do not smoke indoors. This also applies to your carer (if you have one)  

¶ Keep any animals in a separate room or outside 

¶ Make sure all needles and syringes have been capped and put in a 

sharps container 

¶ Make sure all equipment and products are safe. Where possible, the 

equipment and products on page 9 should be provided 

¶ Do not harass or abuse staff. This can include: 

- Following them around while they are working 

- Using aggressive or sexual language 

- Touching staff inappropriately   

- Trying to force staff to do tasks that have not been agreed on 

 

Hot weather 

During summer when the days get hotter, Darebin City Council can help to keep 

you healthy and safe. However, to make sure our Community Support Workers are 

safe, we may need to change the time that they visit, and how long they visit for. 

We will let you know if we need to do this. 
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Our client heatwave register 

 

What is it? 

We keep a list of names and contact details for clients that might need extra support or 

someone to check up on them in hot weather.  

When the Department of Health and Human Services sends us a Heat Health notice, 

we will check up on you to make sure you are ok, and are ready for the hot days 

ahead.  

How does it work? 

Check-up 

¶ You can choose to have us call and/or visit you to do a check-up. You will not 
have to pay any extra for this. 

¶ On a hot day, a Community Support Worker might also visit if you do not already 
have any Home Support Services planned. 

¶ If you are on the register, we can have a Key Safe installed at no cost to you. 
This is the easiest and safest way for us to check up on you at home. 

 
Follow up   

¶ If you are not home when a Community Support Worker visits you, they will leave 

an ñI came byò slip. If you get one of these slips, please call us to let us know that 

you are ok. 

¶ If a Community Support Worker or another Council staff member is worried about 

your health, they will let your Next Of Kin know. They may also call an ambu-

lance.  

¶ If we cannot be sure that you are ok, such as if there is no response to a call or 

visit, we may ask the Police to help us to check on you.   

 

Getting on the register 

If you or someone you care for would like to be added to our register, just give us a 

call. We update the register often to make sure your details are up to date. If your 

needs change or you would like to be taken off the register, please let us know.  
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Equipment and products 

 

Cleaning equipment 

We ask that you provide all cleaning equipment. 

Here are some pieces of equipment that will make cleaning easier for 

our Community Support Workers, your carers, and you.  

           Mops 

We recommend a Vileda 

mop, or something similar 

that is light and can be  

adjusted. 

 

 

  

  Vacuum cleaners should: 

¶  Be light weight and in good working 

 order.  

¶  Be bagless or have the dust bag in 

 place  

¶  Have a head for both carpet and  

 hard wood surfaces 

¶  Have good suction 

¶  Be easily accessible 

 

  Vacuum cords should not be frayed. 

 

Clothes and sponges             Extension Cords        Ironing Board 
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Cleaning products 

We ask that all cleaning products are kept in their original containers. 

This includes products such as: washing powder, dishwashing liquid, 

wipes, and cream or powder products. 

Our Community Support Workers cannot use products such as: 

Domestos, Exit Mould, caustic soda, bleach, and oven cleaners that 

have caustic soda or ammonia in them.  

Here are some cleaning products that are recommended. 

Ajax Floor and  

Surface Cleaner 

�;  �;  �;  

Jiff Cream Cleaner  Earth Choice Toilet 

Cleaner 

�;  

Mr. Muscle All  

Purpose Cleaner 

�;  

Windex Window/

Mirror Cleaner 


