COMMUNICATION THAT MEETS MY NEEDS
| have the right to:

* get information in a way | understand
* give feedback

| have the right to communicate in the language
or method | prefer. This includes using
interpreters or communication aids if | need
them.

SUPPORT TO RAISE ISSUES QUICKLY AND
FAIRLY

When there are issues with my funded aged
care services, | have the right to:

* get support from my provider
« complain without fear or being punished
* get a quick and fair response to my complaints

SUPPORT AND CONNECTION WITH PEOPLE
AND COMMUNITY

I may need support to understand my rights,
make decisions or make a complaint. | have the
right to get this support from an independent
advocate or someone else | choose.

| have the right to communicate with my
advocate or support person at any time | like.

Providers should respect the role of the people
who are important to me, e.g. family, friends and
carers.

| have the right to stay connected with:

* the people who are important to me

* my community, including by taking part in
leisure or cultural activities

* my pets

Aboriginal and Torres Strait Islander peoples

have a right to stay connected with their
community, Country and Island Home.

@ v CONSUMER REVIEWED
This publication has been reviewed by a health service user

BOOKINGS AND APPOINTMENTS

o
& 1800 007 224 o
Email: intake@bch.org.au ‘ i ‘
Fax:(03) 5258 0864

You can make an appointment yourself or ask your

doctor, health worker or other service for a referral.

Eligibility criteria and waiting periods may apply to some
of our services.

BCH acknowledges the traditional Custodians of the land
where we work, and pay respects to Elders past &
present.

WHISTLEBLOWER PROTECTIONS

You have the right disclose your concerns if you
believe that the Aged Care Act 2024 or the Aged
Care Code of Conduct have been breached.

This disclosure ensures you can report
information without fear that you will be punished
or treated unfairly.

BCH will ensure steps are taken to ensure the
anonymity of complainants if requested.

REGISTERED SUPPORTERS

Everyone has the right to make decisions about
their life, including the support and services they
receive from aged care.

Registered supporters help older people to make
and communicate their own decisions.

If you would like to register a supporter, you can
contact My Aged Care or complete the
Registration of a Supporter form online, via a
printed copy or via your My Aged Care Online
Account.
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Bellarine Community Health provides
specialist health services for all ages
across six locations on the Bellarine.

We are committed to providing quality,
affordable health care.

GIVE US FEEDBACK

Complaints, feedback and Whistleblower
disclosures are always welcome.

If you wish to complain about our service we ask
that you first speak to the staff member
concerned or their manager, or you can contact
the Chief Executive Officer in writing.

‘Have Your Say’ forms are available at reception
or from service providers. They can be placed in
the locked box at reception or posted to:

Chief Executive Officer, BCH Ltd.
PO Box 26 Point Lonsdale, 3225

You can also email at haveyoursay@bch.org.au
or download a feedback form from our website.

As your provider, we must understand and follow
the Statement of Rights. If we don’t, you can
make a complaint to the Complaints
Commissioner.

You can make a complaint online, by phone or by
letter. Visit the Aged Care Quality and Safety
Commission website for more information.

If you need support to make a complaint, find
information, or if you feel your concerns need
further attention you can also contact:

Aged Care Complaints Commissioner

@& 1800 550 552

Older Persons Advocacy Network (OPAN)
& 1800 700 600

YOUR RIGHTS

The Aged Care Act 2024 includes a Statement of
Rights which explains what rights you have when
accessing aged care services funded by the
Australian Government. The Statement of Rights
replaces the Charter of Aged Care Rights from 1
November 2025.

The Statement of Rights give you the right to:

INDEPENDENCE, CHOICE AND CONTROL

I have the right to make my own decisions and have
control over:

» what funded aged care services | use

* how | access funded aged care services and who
provides them

* my money and belongings

| have the right to get support to make these
decisions if | need to.

| also have the right to choose how | live, even if
there is some personal risk, e.g. choices about my
social life and close relationships.

FAIR ACCESS

| have the right to a fair and accurate assessment to
find out what funded aged care services | need. This
assessment should be done in a way that suits me.
It should respect my:

* culture and background
* personal experience and any trauma
* cognitive conditions, such as dementia

| also have the right to get the kind of care | need,
when | need it, including palliative and end-of-life
care.

SAFETY AND QUALITY

| have the right to safe, quality and fair funded
aged care services that treat me with dignity
and respect. This includes the right to access
funded aged care services that:

* value and support my identity, culture and
background

* respect my experience, including any trauma
* are accessible and meet my needs

« are free from violence, abuse and neglect

| have the right to access funded aged care
services from:

» workers with the right training, skills and
experience

* providers that meet all the conditions under
the aged care laws.

RESPECT FOR MY PRIVACY AND
INFORMATION
My provider must:

* respect my personal privacy

* protect my personal information, such as
information about my health and finances
+ allow me to choose when my personal
information can be given to someone else,
such as an advocate or a lawyer

| have the right to get records and information
about my rights and the funded aged care
services | use. This includes how much they
cost.



