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Information About Our Services
Including Rights and Responsibilities

Who is a Carer?

Carers provide unpaid care and support to family members and friends who have a disability, mental

illness, chronic condition, terminal illness or who are frail.

Our Vision

An Australia that values and supports family carers so they can fulfil their role with pride, dignity and

security.

Our Mission

To promote, assist, empower and enhance the lives of family carers.

Who We Are & What We Do

Carers SA is a non-profit, community based
organisation with a membership in the
thousands, most of whom are individual
carers.

Carers SA provides:

FREE information and advice on
available services

Counselling and emotional support
Access to local carer programs

Up to date training on managing the
caring role

Respite to give you a break
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Carers SA provides support to all carers,
regardless of age, ethnicity, gender or
condition of person/s cared for.
Carers SA is part of the National Network of

Carers Associations that includes all state
Carers Associations and Carers Australia.

Contact Details
Free call 1800 815 549

State Office
66 Greenhill Road
Wayville SA 5034

Postal Address
PO Box 410
Unley SA 5061

Telephone: 8291 5600
Fax: 8271 6388

Email: info@carers-sa.asn.au

Website: www.carers-sa.asn.au
Bt @Carers_SA

ﬂwww.facebook.com/CarersSa
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Carer Rights & Responsibilities

Under the Aged Care Act 1997, Schedule 2
User Rights Principles for Home Care, carers
(referred to as care recipients) have the
following rights and responsibilities:

Rights
As a care recipient | have the following rights:

1.

a)

b)

o)

d

e)

GENERAL

to be treated and accepted as an
individual, and to have my individual
preferences respected

to be treated with dignity, with my
privacy respected

to receive care that is respectful of me,
my family and home

to receive care without being obliged to
feel grateful to those providing my care
to full and effective use of all my human,
legal and consumer rights, including the
right to freedom of speech regarding my
care

to be treated without exploitation, abuse,
discrimination, harassment or neglect

2. PARTICIPATION

a)

b)

o)

to be involved in identifying the home
care most appropriate for my needs

to choose the care and services that best
meet my assessed needs, from the home
care able to be provided and within the
limits of the resources available

to participate in making decisions that
affect me

to have my representative participate in
decisions relating to my care if | do not
have capacity

3. CARE AND SERVICES

a

b)

C)

to receive reliable, coordinated, safe,
quality care and services which are
appropriate to my assessed needs

to be given before, or within 14 days
after | commence receiving care, a
written plan of the care and services that
| expect to receive

to receive care and services as
described in the plan that take account
of my lifestyle, other care arrangements

4.

5.

6.

and cultural, linguistic and religious

preferences

d) to ongoing review of the care and
services | receive (both periodic and
in response to changes in my
personal circumstances), and
modification of the care and services
as required.

PERSONAL INFORMATION

a) to privacy and confidentiality of my
personal information
b) to access my personal information

COMMUNICATION

a) to be helped to understand any
information | am given

b) to be given a copy of the Charter of
Rights and Responsibilities for Home
Care

¢ to be offered a written agreement that
includes all agreed matters

d) to choose a person to speak on my
behalf for any purpose

COMMENTS AND COMPLAINTS

a) to be given information on how to
make comments and complaints
about the care and services | receive

b) to complain about the care and
services | receive, without fear of
losing the care or being
disadvantaged in any other way

¢ to have complaints investigated fairly
and confidentially, and to have
appropriate steps taken to resolve
issues of concern

7. FEES

a) to have my 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

¢ to have my fees reviewed periodically
and on request when there are
changes to my financial circumstances

d not to be denied care and services
because of my inability to pay a fee
for reasons beyond my control
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Responsibilities

As a care recipient | have the following
responsibilities:

1. GENERAL

a) to respect the rights of care workers to
their human, legal and industrial rights
including the right to work in a safe
environment

b) to treat care workers without
exploitation, abuse, discrimination or
harassment

2. CARE AND SERVICES

a) to abide by the terms of the written
agreement

b) to acknowledge that my needs may
change and to negotiate modifications
of care and service when my care
needs do change

¢ to accept responsibility for my own
actions and choices even though some
actions and choices may involve an
element of risk

3. COMMUNICATION

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

4. ACCESS

a) to allow safe and reasonable access for
care workers at the times specified in
my care plan or otherwise by
agreement

b) to provide reasonable notice if | do not
require a service

5. FEE

a) to pay any fee as specified in the
agreement or negotiate an alternative
arrangement with the provider if any
changes occur in my financial
circumstances

b) to provide enough information for the
approved provider to determine an
appropriate level of fee.

Privacy Policy & Statement

Carers SA collects & uses personal information
about carers and care recipients in order

to deliver the best possible service,

either by direct services to carers or in its role
as a representative body.

All information obtained is deemed as strictly
confidential. We recognise your right to privacy
and ensure this information is securely stored to
maintain your personal privacy.

You can access your personal information for
the purposes of checking the accuracy and to
make amendments if necessary by contacting
us Free call 1800 815 549.

Information may also be requested and
provided to either State or Commonwealth
Departments as part of our funding
requirements. This information is provided in
coded format resulting in individuals not being
able to be recognised. Personal information
may also be used in quality improvement
activities.

A full copy of our Privacy Statement and Policy
can be supplied on request or can be accessed
on our website at:

www.carers-sa.asn.au

Comments & Complaints

Complaints About Carers SA’s Services

If you use our services you have the right to
give feedback, make comment or make a
complaint.

Carers SA aims to provide a quality service to all
carers. An important way we can improve our
service is to listen to the people who use it.

Comments or complaints can be made:

1 In person to a staff or Board member

1 By telephone on free call 1800 815 549

1 By writing to Carers SA Reply Paid 410
Unley SA 5061

1 By email to info@carers-sa.asn.au with a
subject line “complaint”

1 By completing the ‘Comments, Complaints
and Suggestions’ form
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Our Complaints Process

In some instances a complaint can be resolved
on the spot. In most circumstances complaints
will be responded to by Carers SA within five
working days. If the matter is urgent we will
contact you within one working day whenever
possible.

If you wish to make a complaint about the
service you have received from Carers SA
please follow these steps until it is satisfactorily
resolved:

Step One:
Take the matter up with the staff person
concerned or their Manager.

Step Two:
Then you can take the matter up with the
Chief Executive Officer.

Step Three:
Then you can take it up with the Board
of Carers SA.

Step Four:

If a satisfactory outcome has not been
reached by any of the previous steps, or if
you don’t want to discuss your concern
with us, you can contact the

Aged Care Complaints Scheme
Free call 1800 550 552
or visit their website at

www.agedcarecomplaints.govspace.gov.au

You have the right throughout the process to
request the support of an advocate.

Address any complaints and feedback in the
first instance to:

Carers SA

Reply Paid 410

Unley SA 5061

Or Email: info@carers-sa.asn.au

Advocacy Services

An advocate is someone who supports you and
is able to speak on your behalf regarding your
rights and entitlements. It may be a friend, a
family member, a neighbour or someone from
an independent advocacy organisation.

Advocacy organisations can assist with advice
about your rights and responsibilities as a
consumer of services. These include:

Aged Rights Advocacy Service

For older people, including special advocates for
Aboriginal & Torres Strait Islanders.

Ph: 1800 700 600 or (08) 8232 5377

Disability Advocacy and Complaints Service of SA
Inc.

For people with a disability and their Carers.

Ph: 1800 088 325 or (08) 8297 3500

Disability Rights Advocacy Service

For people with a disability and their carers from
culturally and linguistically diverse backgrounds.
Ph: (08) 8351 9500

Family Advocacy Inc.

For parents/Carers of a person with an intellectual
disability.

Ph: 1800 856 464 or (08) 8340 4450

Health & Community Services Complaints Service
of SA Inc.

For concerns about a health or community service.
Ph: 1800 232 007 or (08) 8226 8666

MALSSA Inc

For people with a disability and their Carers from
Culturally and Linguistically Diverse backgrounds.
Ph: (08) 8351 9500

Multicultural Aged Care

For older people from culturally and linguistically
diverse backgrounds.

Ph: (08) 8241 9900

Youth Affairs Council of SA (YACSA)
For younger people.
Ph: (08) 8211 7546

Carers SA is supported by financial assistance from the
Australian Government.
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Although funding for these services has been provided by the Australian
Government, the material contained herein does not necessarily represent the
views or policies of the Australian Government.
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