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Wel c ome

Wel come to Darebin City Council bés Aged an
services are for ol der people and peopl e
of fer a range of services to help you sta

We offer choice and flexibility so that w
Community Support Workers deliver high qu
and |l ocal community.

Connecting with us

You can call the Aged and Disability Depa
wor k hours, we will call you back as soon
Aged and Disability Department

Q© :.:0 5325

Ask for an interpreter if you need
Ir§erpire!r

More i nformation on our services Caé
www. darebin.vic.gov. au/ agedcare




Di versity 1in

At Darebin we val ue

community, regardless of their
or sexual orientation. We wel
and how we can support you.
We support people from al/l I
9 Bring an interpreter with
about your needs and goal s.
T Use an interpreter when we
us, please | et us know what
You can also call Council 6s
8470 8470
9 Send a Community Support Wor
some services (such as Respi

Speak Your Lahguage
8470 8470

Ayl
FaehxX
EAAnvIKG
fear

Italiano
MakegoHcku
Soomalii
Tiéng Viét

Dar ebi n

di versity.

National Relay Service

TTY dial 133 677 or

Speak & Listen 1300 555 727
or iprelay.com.au then enter
03 8470 8888

tur al
cCome

anguage



How we work with you

Learning about you

Once you contact wus we will make a ti
al so give consent for someone el se to
family member, friend, doctor or heal

Pl anning with you

We wi | | then work with you to come up
support plan. This plan will focus on
services wil/ hel p you to reach these

Supporting you

Our staff 6s wriadyllreu itso tsot aworakcti ve in y
community. This means you need to be

We know that things change over ti me.
with your needs, we will review these
us to do this review earlier, please
ability Department. Changes to your i
support plan cannot be made through a

Who wi | | support you?

We have over 160 Community Support Wo
their homes and the community. AlIl th
are qualified and trained to make sur

a range of different needs.

“H

Depending on your individual care and
speak with some of our other staff:

9 Team Leaders

9 Home Delivered Meals Drivers

9 Community Transport Drivers

9 Home Maintenance Officers
Al'l our staff have current Police Che

Children Checks.



When we work with you
Ti mesheets
Before our Community Support Workers | eave
sign a timesheet on their mobile device. T
day, and the I ength of time they spent wit
are saying that you agree that the day and
do not agree, and do not wish to sign, ple
Di sability Department.
Changes to your support
There may be times where we have to change
we Vvisit you. We wild.@l give you as much not
At times you may feel that you want o]
either forever or for a short time. | :
|l east 48 hours before you are due forgthat
I f you are not home when we come t o
1. First we wil/ try to call your e cCy
you are safe and well
2. I'f we can not get on to your emergency c
call your doctor.
3. I'f neither your emergency contact
where you are, then we will ask the
house and make sure you are ok.
Public Holidays :
We are committed to making sure we s pwt
including on public holidays when we  can.
we have enough Community Support Workers f
hol i.daBlsease call the Aged and Disabi'lity
know which public holidays you oOu ma
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r rights and responsibilities
rights

have the right to:

Be treated with respect and cou 2y
Be part of coming up with your du
pl an

Have your individual <care and s p
way that you have agreed

| nformati on about our services, 1S
of fer, when we can offer them, N
Feel safe with the staff that s y
communi ty

Support from an advocate to hel S
your needs (find out more about 2N
Give us feedback (either a comp dr
our services (find out more abo -s
Have your information stored in pr—T2
Nosign a Community Support WorKk ne
not agree with what it says

r responsibilities

make sure that you, your hodsehc ur
staff are safe, we need you to:

Be part of setting goals and w w
Make sure your home is safe fo 0
Workers to work in (find out m u
Treat al l our staff with respe c
Pay for services as agreed

Let us know as soon as possi bl u
your service

Let us know if your needs change, so t
your individual care and support plan.
the Aged and Disability Department. Ch
cannot be made through a Community Sup



R/

right to an O6advocateb .

Your

We know that at times you may not feel cor
needs or our services. You may find it hel
for you. This person is called an O6advocat
Who can be an advocate?

An advocate can be a family member, frienc
an advocacy service. You can choose your
are happy for them to speak to us for you.
How to get an advocate?

I f you do not have your own advocate, a nt
up with a professional advocate.

Of fice of the Publ i cViAdtvorciaare Equal Opport
and Guardianship BoaMuwman Rights Commi ssi
Cal I 1300 309 337 Call: 1300 891 848
TTY: 1300 305 612 TTY: 1300 289 621

or visit: publicadvoacratwi. wviitc:. glowmamnr i ght sc
El der Rights Advocachi sability Justice Adyv
Cal | 1800 700 600 Call: 1800 808 126

or visit: era.asn.auor VvVisit: justiceadvoc
Action on DisabilitiAksswditdtiinon for Chil dr
Et hnic Communities (VADEKC)a Disability

Cal | 1800 626 078 Call: 03 9818 2000

or visit: adec.org.amr Vvisit: acd.org. au
The Victorian Ment al 'l ness

Awar en

Cal

ess Counci
03 9388 1445
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Compl aints and feedback

We wel come your feedback

Your feedback | ets us know what works well, but
we need to I mprove. I f you have a compliment, c
we want you to tell us.

Making a compl aint

I f you are unhappy with our services at any tim
person, over the phone, by email or in writing.
know that we have received your compl aint.

We will try to deal with your complaint as quic
what has happened, we wil/| l et you know. We wi/l

Stage one: First Response

We wi | | always try to respond to your compl
happy with our response, you can ask that
happened.

This means your complaint wil!/l

Stage two: Look into further

I f you ask us to have a further |l ook into
wor king days.

| f f or some reason we need more time to r es
know why. We wil |l keep you updated al ong t
compl ai nt .

Out c ome

We will |l et you know what our final deci si
send a copy of thepdesestanhi ve. your r

I f you are unhappy with the final deci sion
ask for an internal review. Contact us by

I f you are unhappy with our decision, or t
you can ask for an external review by cont
Aged Care Complaints Scheme. Your written
how to do this.

To make a complaint, or for more information7 ab
forms in this pack, or give us a call



Your I nf ormati on, It

Your i nfor mat
We wi | | keep
we come to Vi
services. The

Why do we col

Keeping this
hel ps us make

Who will see
We will only
support plan.
We keep your
store it secu
There may be
i nformati on

What say do vy

We wi | | use a

your needs. I
you choose no
to plan your

Can you see Yy
Yes, It i s yo
for i nformat.i
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ur name and contact
t we may also take
wi | | al so be kept

ct your information

f or mad atoen Wwietl Ipsy awsr
ure t hat our servic

ur information?
are your informatio
formation private a
l'y, and do not give
mes where the | aw s
ch as in a medical
have i n what happe
I nformation you gi
i's your right to ha
to share some infor
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Safety for our staff

We have a responsibility to makefrsaug e al l
wor kpl ace. When our staff are in your home

Whil e our Community Support Workers are in
Are at home for the whole ti me

Make sure that getting into and arounc
Donogsmoke indoors. This also applies t

Keep any animals in a separate room or

= =4 =4 -a -2

Make sure al/l needles and syringes ha\
sharps container

1 Make sure all equi pment and products ¢
equi pment and products on page 9 shoul

9 Do not harass or abuse staff. This car
- Foll owing them around while they ar
- Using aggressive or sexual | anguage
- Touching staff inappropriately

- Trying to force staff to do tasks t|

Hot weat her

During summer when the days get hotter, Da
you healthy and safe. However, to make sur
safe, we may need to change the time that

We wi | | |l et you know if we need to do this




10

OQur <c¢client heatwave register

What i1s it?
We keep a |ist of names and contact details f
someone to check up on them in hot weather.

When the Department of HealthHaatt HemabhhSeovi:

we will check up on you to make sure you are

ahead.

How does it work?

Che alp

1 You can choose to have wus caulpl. aYnodu/ owi |Ivii sniott
have to pay any extra for this.

T On a hot day, a Community Support Worker mi
have any Home Support Services planned.

1 I f you are on the register, we can have a K
This is the easiest and safest way for us t

Foll ow up

1 I f you are not home when a Community Suppor
an Al came byo slip. I f you get one of thes
you are ok.

T I f a Community Support Worker or another Co
your health, they wil!/ l et your Next Of Kin
| ance.

T I f we cannot be sure that you are ok, such
visit, we may ask the Police to help us to

Getting on the register

| f you or someone you care for would Iike to

call. We wupdate the register often to make su

needs change or you would |Iike to be taken of



Equi pment and product s
Cleaning equi pment
We ask that you provide all <cleaning equi
Here are some pieces of equipment t wi
our Community Support Workers, yo arer
Mo p s
We recommend a
mop, oOor somet hi [
that 1 s |l ight an
adjusted.
Vacuum c |sehaonuelrds:
9 Be |light weight and I n gooc
order .
9T Be bagless or have the dus
pl ace
9 Have a head for both car pe
hard wood surfaces
T Have good suction
9 Be easily accessibl e

Cl ot hes

o

Vacuum cordslhe hforud yde d

and sp&Exdgesisi on Cords

IIO

11



Cleaning products

We ask that al/l cleaning products are ke
This includes products such as: washing
wi pes, and cream or powder products.
Our Community Support Workers cannot use
Domestos, Exit Mould, caustic soda, bl ea
have caustic soda or ammonia in them.
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Here are some cl eaninaeagommemdded s t ha

IKET ) ) )
Ajax Floor &ainfdf Cream CEamatmhlkerChoi ce
Surface Cleaner Cl eaner
b} b}
Mr. Muscle AIll Windex Window/
192 Purpose Cleaner Mirror Cleaner



