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Welcome to Let’s Get Care

At Let’s Get Care, we believe you know what works best for you. Our role is to empower you
with the tools, guidance and support to design your own care - your way.

As a self-managed Support at Home provider, we make it easy for you to choose your preferred
care workers, manage your services and stay in control of how your funding is used.

Whether you're arranging everyday help, coordinating new services or adjusting your care plan,
we're here to guide, support and celebrate your independence.

Thank you for choosing Let’s Get Care. Together, we’ll help you live well, your way.




Our person-centred approach

At Let’s Get Care, you're in charge of your care and the decisions that matter most to you.
We’'ll provide the support and guidance to help you make the most of your Support at
Home Package.

We believe in:

* Choice and control - we'll partner with you to help choose care and services that best
meet your needs and goals.

* Respect and dignity - your identity, culture, values and preferences are always respected.

» Safety and wellbeing - we’ll help you manage your care safely while maintaining
your independence.

» Diversity and inclusion - our services are inclusive of all cultures, abilities and life experiences.
* Dignity of risk - we support your right to make informed decisions, even when they involve risk.

This approach ensures your services are not just managed for you, but managed with you - giving
you the freedom to shape your care around the life you want to live.

How self-managed care works

At Let’s Get Care, self-management means you have the flexibility and choice to shape your
Support at Home Package around your needs and preferences.

You choose the care workers, suppliers and supports that best meet your needs, while we handle
the administration, compliance and claims process behind the scenes.

Your Care Partner will be your main point of contact - helping you design, review and manage
your care plan. Together, we’ll make sure your package works hard for you, so you can stay
confident and well at home.



Getting started

This guide outlines key information about your care services, including your rights
and responsibilities. Please read it alongside your service agreement.

Safe care at home

Every home is different, so before services begin we will complete a home safety check with you
over the phone. If anything needs to be addressed, such as removing hazards or installing handrails,
we will work with you to make it safer. We will continue reviewing your safety needs regularly,

at least once a year. Your home care worker will also review your home environment to ensure

it is safe for you and your home care worker.

Supported decision-making

The Aged Care Act 2024 introduced the concept of a supporter — a person you trust who can
help you make decisions and communicate them with us.

You can request to register a family member, friend or anyone else you trust as a supporter,

and you can have more than one if you choose. A request to register a supporter must be made
through My Aged Care and then advised to us so we can update your record. With your permission,
supporters can receive information, ask questions, and help you make decisions.

For more information, please refer to the Supporter FAQ document available at
letsgetcare.com.au/compliance

Keep these documents on hand
Your service agreement
Your care plan and budget
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Connected care

We are here to make sure your care feels simple, seamless and tailored to your life - not just today,
but as your needs evolve. With a focus on active ageing, our support helps you stay confident,
capable and independent.

Your Care Partner Team

Your Care Partner Team is your main point of contact for all things care. They will take the time to
get to know you and what matters most.

Together, you will create a care plan that reflects your goals, needs and preferences. It includes the
services that align with your care needs - from everyday support to professional healthcare such
as podiatry or occupational therapy.

Your Care Partner Team will also help you make the most of your funding, explain your options
clearly, and check in regularly to make sure you are happy with your services.

Your Health Concierge Team

Your Health Concierge Team is here to help solve your query the first time you call. Whether you
have a question, want to update your services, or need help navigating care options, they are just
a call away: 1300 497 442.

Think of them as your go-to support network - ready to guide, assist and make life easier.

As part of your home care, our team will also:
Assist you to be as independent as possible while making sure you are safe

Treat you, your lifestyle, and your cultural and religious preferences with dignity
and respect

Respect and maintain your privacy

Raise any concerns about your service needs — for example if you may need more
support than you are currently receiving

Be an honest and enthusiastic part of your support team



Your services

We want your services to run smoothly. To help, we have clear procedures in place for,
managing your care including emergencies.

Reviewing and updating your care plan

We will check in on your goals and needs at least once a year, or sooner if your circumstances
change. This review helps us keep your care plan up to date and relevant to your life.

Changing or cancelling services

Life happens - we understand. If you need to change or cancel a service:

* If you cannot be home for a scheduled visit, please let your supplier know at least two days
before so they can reschedule.

» If they do not receive 48 hours’ notice, a cancellation fee may apply (in line with legislation).

Hospital stays

Please let us know if you are planning a hospital stay or are admitted unexpectedly. We will work
with your care team to support your return home when the time is right.




Emergency response

Your safety is our priority. If something happens at or near your home, our team will act quickly to
support you.

Medical emergencies

If you become unwell or experience a serious physical or mental health event during a visit, our staff
will treat it as a medical emergency. This may involve calling 000 or your emergency contact, even if
you have not given prior consent.

Emergencies and natural disasters

Before your services begin, we will support you in creating a personal emergency plan. If there is
an emergency or natural disaster in your area, your services may be delayed or disrupted. If this
happens, we will contact you as soon as we can and help you in enacting your personal emergency
plan, if required.

If we cannot reach you at home

Before your services begin, we will agree on a plan in case you do not respond when staff arrive.
This could include contacting your emergency contact. If we are unable to confirm your wellbeing,
we may call emergency services to access your home.

Services away from home

If you are staying with family or friends and still need your regular support, we may be able to
provide services at your temporary address. Please contact your supplier to discuss this.

Moving to a new home

If you are relocating, please let us know. We provide services in many parts of Australia and will do
our best to continue your care, though your care team may change depending on your location.



Handling your money

If you need help with errands involving money, such as shopping or paying bills, your supplier can
assist where it is part of your agreed services.

When your home care worker handle money on your behalf, they will always:

Keep a written record of any funds received or spent

Follow all agreed limits and instructions
You should never:

Share your bank PIN or online login details

Ask staff to withdraw cash using an ATM

Third-party providers

We partner with external providers to deliver services. These providers must comply with
Aged Care Quality Standards and sign an agreement with us.

If you would like to use a particular provider, let us know. We will try to accommodate your
preference as long as they meet the necessary requirements.

Transport

Some services may require transport to medical appointments, shopping or social activities.
If you use a third-party provider for transport, we will confirm the price and any applicable
contribution before the service is arranged.

Leaving Let’s Get Care

If you choose to stop receiving services from us, just let us know. Your service agreement outlines
the required notice period.

If you are transitioning to another provider, we will work with you to ensure continuity of care.
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Clinical and care services

Alongside everyday support, you may also need clinical or specialist care. These services are
designed to help you stay healthy, safe and independent at home.

Clinical and care services may include:

* Nursing care - such as wound management, continence care, and medication management

* Allied health - such as physiotherapy, podiatry, occupational therapy and dietetics

* Medication support - helping you understand and safely manage your medicines

Your Care Partner will work with you to make sure any clinical services are built into your care plan

and delivered by qualified professionals. They will also review these supports regularly to ensure
they continue to meet your needs.

If your health needs change, we can adjust your services or connect you with other health
professionals. Our focus is always on helping you recover well, avoid unnecessary hospital visits,
and live with confidence at home.

Incidents and reporting

We take your safety and wellbeing seriously. If something goes wrong, or is reported to have gone
wrong, we record the incident and investigate it thoroughly. This helps us manage the situation,
learn from it, and keep improving our services.

Some incidents must also be reported to the Aged Care Quality and Safety Commission under
the Serious Incident Response Scheme (SIRS).

You can read our full Incident Management Handling Statement in the appendix of this guide or
on our website: letsgetcare.com.au/compliance
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Your rights and responsibilities

When you receive aged care services, you have rights and responsibilities that protect you
and guide how we work together. These are set out in your service agreement and under
the Aged Care Act.

Your rights

You have the right to:

* Receive safe and quality care and services

* Beinvolved in creating and updating your care plan

* Expect services that are regularly reviewed and meet your changing needs
* Feel safe, respected and free from abuse, neglect, discrimination or harm

* Know that staff are trained and properly screened before they enter your home
* Clearly identify staff through name badges or ID when requested

* Have your privacy and personal information protected

» Stay connected to family, friends and your community

* Take risks when you are fully informed and capable of deciding

* Make decisions about your life and care

* Be informed about any changes to your services

* Attend care meetings with a supporter or advocate if you wish

* Request certain staff or express preferences about who works with you

* Provide feedback or make a complaint without fear of consequences

* Be supported in making decisions or resolving concerns

* Express your values and cultural beliefs respectfully

You can find the full Statement of Rights, which sets out your rights when receiving funded aged
care services, in the appendix of this guide or on our website: letsgetcare.com.au/compliance



Your responsibilities

When receiving services from us, we ask that you:

Be present during your scheduled service

Support our processes to confirm your identity and verify your registered supporter
or appointed decision-maker

Tell us if you move or need your services at a new address
Let us know about any safety concerns in your home or areas staff should not enter
Let staff know if you are unwell or if you are unable to do things you normally would

Provide accurate information to help us develop and review your care plan, including what to
do if you do not respond when staff arrive (this is called a non-response to a scheduled visit)

Work with us to find solutions to any problems

Only ask staff to do what is included in your care plan

Understand that your choices may come with risks and consequences
Treat all staff with courtesy and ensure your visitors do the same
Avoid giving money or gifts to staff unless our policies allow it

Never record staff or use surveillance equipment without letting us know, as this helps protect
everyone’s privacy

Never give staff keys to your home or ask for their personal contact details (including phone
or social media)

Avoid discrimination when working with us to choose your care team
Let us know if you have a supporter or advocate so we can involve them as needed

Share these rights and responsibilities with your family and friends

If you have additional or service-specific rights and responsibilities, they will be outlined in your
service agreement.

Your supporter’s responsibilities

If you register a supporter, they are expected to:

Respect your preferences and choices
Promote your personal, cultural and social wellbeing
Help you maintain your independence and ability to make decisions

Act honestly, diligently and in good faith
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Informed decision-making
and advance care directives

You have the right to make informed choices about your care. This means we will give you clear
information about your options, explain any risks or benefits, and support you to make decisions
that reflect your wishes.

Informed decision-making

* We will involve you in planning your care and keep you updated as your needs change.
* You can ask questions at any time and expect clear answers.

* You may choose to have a supporter, family member or advocate help you understand
your options.

Advance care directives

An advance care directive is a document that records your preferences for future care,
should you become unable to make or communicate decisions.

It can cover things such as:

* Your values and priorities in life

* Medical treatments you would or would not want

*  Who you would like to make decisions on your behalf

Having an advance care directive gives you peace of mind and helps your care team understand
and respect your wishes.

If you would like to create or update an advance care directive, speak with your Care Partner
or health professional. They can guide you on where to get advice and how to make sure it is
documented and shared with the right people.
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Our Code of Conduct

Our team is committed to providing care that is safe, respectful and professional. All staff and
contractors are required to follow the Aged Care Code of Conduct, which sets the standard
for how we work with you.

Persons delivering funded aged care services to individuals must:

A

Act with respect for individuals’ rights to freedom of expression, self determination
and decision making in accordance with applicable laws and conventions

Act in a way that treats individuals with dignity and respect, and values their diversity

Act with respect for the privacy of individuals

Deliver funded aged care services in a safe and competent manner, with care and skill

Act with integrity, honesty and transparency

Promptly take steps to raise and act on concerns about matters that may impact the quality
and safety of funded aged care services

Deliver funded aged care services free from:
i. all forms of violence, discrimination, exploitation, neglect and abuse; and

ii. sexual misconduct.

Take all reasonable steps to prevent and respond to:
i. all forms of violence, discrimination, exploitation, neglect and abuse; and

ii. sexual misconduct.

You can also find this Code of Conduct on our website at www.letsgetcare.com.au/compliance
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Cultural safety and awareness

Your culture, identity and preferences matter to us.

Our teams are trained in cultural safety and awareness, and we are committed to services that
are inclusive of diverse cultures, faiths, genders, abilities and life experiences. During your initial
assessment, we will ask about your culture, identity, diversity, beliefs and preferences so your
care reflects what is important to you.

If you are an Aboriginal or Torres Strait Islander person, we can provide culturally appropriate
services that respect your heritage and community.

Health and safety

Your home is also a workplace for your home care worker, so we need your help to keep it safe,
healthy and respectful.

Home environment

Please make sure entry points like driveways, stairs and hallways are clear and in good condition
before each visit. If you notice hazards such as spills, broken equipment or unsecured substances,
let us know straight away.

We have zero tolerance for verbal or physical aggression. If there is an immediate threat,
staff are trained to stop work and make the situation safe, which may include leaving your
home or calling 000.

Agreeing to health and safety requirements

Before services begin, your supplier will complete a Home Safety Assessment. We may ask you to
make changes, such as moving trip hazards or providing equipment, to help keep your home safe.
We will continue to monitor safety requirements with you over time.

Visitors conduct

If you have visitors while staff are providing services, we ask that they:
» Treat you and all staff with respect

* Avoid behaviour that may affect health and safety

* Not threaten, intimidate or harass staff

* Follow reasonable directions given by our team
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Equipment and home modifications

If your home care worker’s need to use equipment like hoists, wheelchairs or cleaning appliances,
please ensure it is safe and well maintained. You will also need to provide safe cleaning products,
unless we advise otherwise.

If you own firearms or dangerous equipment, they must be securely stored in line with legal
requirements.

Smoke alarms

Your home must have working smoke alarms. Your supplier will check this during your Home Safety
Assessment. If you need help with installation or repairs, we can connect you with someone who
can assist.

Personal Protective Equipment

Your home care worker will follow infection control protocols and may wear gloves, masks, face
shields, aprons and safety footwear. If you prefer they do not wear shoes indoors, disposable covers
can be arranged to protect your home.

Smoking and vaping

You have the right to smoke in your home, but we ask that no one smokes indoors or outdoors
while your home care worker’s are present. If you are going out with staff, please do not smoke
during the service.

Service animals and pets

We understand pets are important. To keep everyone safe:
* Please secure pets away from the area where staff are working
* Let us know if your pet must stay inside so we can plan accordingly

* Note that staff cannot provide pet care such as feeding, grooming or walking

Health conditions

Please let us know if:
* You or someone in your home has an infectious illness
* Anyone is undergoing chemotherapy or using cytotoxic medication

* Your balance or mobility has changed

This helps us adjust your services and keep everyone safe.
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Interpreter and translator services

We will discuss your communication needs and provide information in the language or format
that works best for you. This may include email, text message or printed documents.

If required, we can arrange interpreter services, including Auslan. We can also provide written
information in accessible or translated formats.

Privacy

We respect your privacy and comply with the Privacy Act 1988 and the Australian Privacy
Principles and the Aged Care Act 2024.

You will receive a Privacy Statement with your Service Agreement. This outlines how we collect,
use and protect your information in line with the requirements of your specific funding program.

Our broader privacy practices are also explained in the Let” Get Care Privacy Policy, available at
letsgetcare.com.au/privacy

Paying for services

We provide services through government-funded programs as well as to private customers.

If your service is funded, we will explain how that program works and make sure your care plan
follows the rules.

Payment options are covered in your service agreement.

18



Feedback and complaints

We value your feedback — whether it is a compliment, suggestion or complaint.

You have the right to make a complaint and to have it investigated confidentially, fairly and promptly.
Making a complaint will not affect the services you receive.

How to provide feedback

Speak with your Care Partner or the Health Concierge Team, or refer to our Compliments,
Suggestions & Complaints Handling Statement in the appendix of this guide or on our website:
letsgetcare.com.au/compliance

» If you need an interpreter or the National Relay Service, we can help you access those
services at no cost.

Whistleblowing

You are encouraged to make a whistleblower disclosure if you reasonably believe that we haven’t
complied with aged care laws. Please see our Customer Whistleblower Protection Statement
in the Appendix or on our website: letsgetcare.com.au/compliance

Consumer Advisory Body

Each year, we invite customers and supporters to join our Consumer Advisory Body.
This group provides feedback on aged care services and helps shape improvements.

Check out the following fact sheets on the Quality and Safety Commission website:

Consumer advisory body - a fact sheet for older people (www.agedcarequality.gov.au/resource-
library/consumer-advisory-body-fact-sheet-older-people)

Being part of a consumer advisory body (www.agedcarequality.gov.au/sites/default/files/media/
being-part-of-a-consumer-advisory-body.pdf)
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Advocacy and external complaints

You also have the right to independent advocacy. An advocate can support you in conversations

about your care or in raising a concern.

Organisation
National

Aged Care Quality and Safety Commission

National Aged Care Advocacy Line
Older Persons Advocacy Network (OPAN)
ACT

ADACAS Advocacy

New South Wales

Seniors Rights Service

Northern Territory

CatholicCare NT Aged Care Advocacy

Queensland

ADA Australia

South Australia

Aged Care Rights Advocacy Service

Victoria

Elders Rights Advocacy

Western Australia

Advocare

Contact details

T
E

1800 951822 (9.00am-5.00pm weekdays)

info@agedcarequality.gov.au

Online form: agedcarequality.gov.au

T

w

1800 700 600

opan.com.au

02 6242 5060
adacas.org.au

02 92813600
seniorsrightsservice.org.au

1800 700 600 or 08 8958 2400
catholiccarent.org.au

1800 818 338 or 07 3637 6000
adaaustralia.com.au

1800 700 600
sa.agedrights.asn.au

1800 700 600
seniorsonline.vic.gov.au/elders-rights-advocacy

1800 655 566
advocare.org.au
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Incident Management Handling Statement

Our commitment to you

We are committed to keeping you safe by
responding quickly, learning from every incident,
and using insights to continually improve the
quality of your care.

What is an incident?

An incident is any “unplanned event occurring as part of
conducting business at Australian Unity including providing
care or delivering a service, that could result in a negative
impact on our customers, members or employees or could
mean we have not met our obligations under law, regulation
or requlated standard.”.

An incident can include:

e Falls, injuries, or medical emergencies

e Medication errors or missed treatments

e Abuse, neglect, or unexplained absence

e Equipment failure or environmental hazards
e Breaches of privacy or dignity

e Near misses that could have caused harm

What is an incident management?

Incident management in aged care refers to the structured
process of identifying, responding to, recording, and
learning from events that may cause harm or risk to you,
workers or visitors. It’s a critical part of ensuring safety,
accountability, and continuous improvement in care
delivery.

Our Incident Management System (IMS)
The key objectives of our IMS are:

e Ensure prompt and effective responses to minimise
harm
e Maintain clear accountability and communication

e Capture accurate data for analysis and continuous
improvement

e Comply with legislative and accreditation
requirements

Roles and Responsibilities

Governing Oversees system effectiveness,

Body approves policy, and drives culture.

Management Maintains procedures, ensures staff
training, and allocates resources.

Staff and Report incidents promptly, participate

Contractors  in investigations, and adopt corrective

actions.

Customers &
Supporters

Encourage reporting, provide feedback,
and engage in post-incident reviews

Version 1.0 / 22 October 2025

Key Elements

Ensure leadership
and a safety culture

Essential Record
elements of and report
effective incident the incident
management .

systems

Externally Reportable Incidents

In accordance with the Aged Care Act and Rules, we are
required to externally report incidents to the Aged Care
Quality Safety Commission (ACQSC) in accordance with the
Serious Incident Response Scheme (SIRS).

There are 8 types of SIRS reportable incidents as listed below.
An incident needs to fit the definition of one of these 8
categories to be reportable, otherwise, it is reported as an
internal incident only.

e Unreasonable use of force

e Unlawful sexual contact or inappropriate sexual
conduct

o Psychological or emotional abuse
e Unexpected death
e Stealing or financial coercion of a customer by a staff

member

e Neglect

e Inappropriate use of a restrictive practice in relation to
a customer:

e Unexplained absence from care
Driving Continuous Improvement

By systematically capturing, analysing, and responding to
incidents and near misses, Australian Unity will gather the
data and insights, which will inform us of continuous
improvement initiatives that will be used to enhance care
quality and safety over time and assist us to build collective
knowledge.

Concerns

You have the right to report any concern, no matter how
small it seems to workers or to the ACQSC.

You can ask for updates on how your incident has been
handled and what steps are being taken to keep you safe.



Statement of Rights

Independence, autonomy, empowerment and freedom
of choice
1. Anindividual has a right to:

(a) exercise choice and make decisions that affect the individual's
life, including in relation to the following:

() the funded aged care services the individual has been
approved to access;

(ii) how, when and by whom those services are delivered
to the individual;

(iii) the individual’s financial affairs and personal possessions;
and

(b) be supported (if necessary) to make those decisions, and
have those decisions respected; and

(c) take personal risks, including in pursuit of the individual’s
quality of life, social participation and intimate and sexual
relationships.

Equitable access

2. Anindividual has a right to equitable access to:

(a) have the individual’s need for funded aged care services
assessed, or reassessed, in a manner which is:

(i) culturally safe, culturally appropriate, trauma-aware
and healing-informed; and

(i) accessible and suitable for individuals living with
dementia or other cognitive impairment; and

(b) palliative care and end-of-life care when required.

Quality and safe funded aged care services

3. Anindividual has a right to:
(a) be treated with dignity and respect; and
(b) safe, fair, equitable and non-discriminatory treatment; and

(c) have the individual's identity, culture, spirituality and diversity
valued and supported; and

(d) funded aged care services being delivered to the individual:

(i) inaway that is culturally safe, culturally appropriate,
trauma-aware and healing-informed; and

(ii) in an accessible manner; and

(i) by aged care workers of registered providers who have
appropriate qualifications, skills and experience.
4. Anindividual has a right to:
(a) be free from all forms of violence, degrading or inhumane

treatment, exploitation, neglect, coercion, abuse or sexual
misconduct; and

(b) have quality and safe funded aged care services delivered
consistently with the requirements imposed on registered
providers under the Aged Care Act 2024 (Cth).

AU-LGC-SOR
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Respect for privacy and information

5. Anindividual has a right to have the individual's:
(a) personal privacy respected; and
(b) personal information protected.

6. Anindividual has a right to seek, and be provided with, records
and information about the individual’s rights under this section
and the funded aged care services the individual accesses,
including the costs of those services.

Person-centred communication and ability to raise
issues without reprisal

7. Anindividual has a right to:

(a) be informed, in a way the individual understands, about the
funded aged care services the individual accesses; and

(b) express opinions about the funded aged care services the
individual accesses and be heard.

8. Anindividual has a right to communicate in the individual’s
preferred language or method of communication, with access to
interpreters and communication aids as required.

9. Anindividual has a right to:

(a) open communication and support from registered providers
when issues arise in the delivery of funded aged care services;
and

(b) make complaints using an accessible mechanism, without
fear of reprisal, about the delivery of funded aged care
services to the individual; and

(©) have the individual’'s complaints dealt with fairly and promptly.

Advocates, significant persons and social connections

10. An individual has a right to be supported by an advocate or
other person of the individual’s choice, including when exercising
or seeking to understand the individual’s rights in this section,
voicing the individual’s opinions, making decisions that affect
the individual’s life and making complaints or giving feedback.

1. Anindividual has a right to have the role of persons who
are significant to the individual, including carers, visitors and
volunteers, be acknowledged and respected.

12. An individual has a right to opportunities, and assistance, to stay
connected (if the individual so chooses) with:

(a) significant persons in the individual’s life and pets, including
through safe visitation by family members, friends,
volunteers or other visitors where the individual lives and
visits to family members or friends; and

(b) the individual’'s community, including by participating in
public life and leisure, cultural, spiritual and lifestyle activities;
and

(¢) if the individual is an Aboriginal or Torres Strait Islander
person—community, Country and Island Home.

13. An individual has a right to access, at any time the individual
chooses, a person designated by the individual, or a person
designated by an appropriate authority.
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Compliments, Suggestions & Complaints Handling

Statement

Our commitment to you

We’re here to listen,
understand and act on your
feedback, using your
experiences to improve our
services and help you live well
with confidence.

To enable us to meet our commitment we invite
and welcome customers, their representatives,
and relatives to provide feedback at any time,
either positively as a compliment, as a suggestion
or in the form of a complaint.

How to provide feedback

To ensure that any feedback is dealt with as
quickly as possible, you can provide your
comments in the following ways:

Speaking with our Care Partnering or Health
Concierge Teams via 1300 160 170
I I

N In writing to:
Home Care Service Customer Feedback

Australian Unity
271 Spring Street
Melbourne VIC 3000

@) Emailing:
<] customercare@australianunity.com.au

You are encouraged to make a whistleblower
disclosure if you reasonably believe that we
haven’t complied with aged care laws. Please see
our Whistleblowing Policy on our website:
https://www.australianunity.com.au/investor-
centre

Version 1.0 / 22 October 2025

Anonymous Feedback and Complaints

You are more than welcome to provide feedback or
complaints anonymously however, our ability to
investigate them may be limited.

Assistance to provide feedback

If you need support to provide feedback, the Older
Persons Advocacy Network (OPAN) has free,
independent and confidential advocates to support
you. Visit the OPAN website or call 1800 700 600.

If you need you need an interpreter, or require this
document translated, just ask us and we can
arrange for this to be provided.

If you are hearing or speech impaired, you can
contact us through the National Relay Service and
provide our number: 1300 160 170.

If you are not satisfied with outcome

If you are not satisfied with the outcome of your
complaint, then your complaint can be referred to:

Group Executive — Home Care
Customercare@australianunity.com.au

If you are still not satisfied with the outcome, then
please contact the Group Executive, Home Health &
Care at Australian Unity’s Head Office in writing at:

Group Executive
Australian Unity Home Health & Care
271 Spring St Melbourne, VIC 3000

External supports

If you feel your issue has not been satisfactorily
addressed, feel free to contact the national
Complaints Commissioner or an advocacy service.

, Aged Care Quality & Safety Commission
s« Free call: 1800 951 822

Online: Access the online complaint form at
www.agedcarequality.gov.au/making-
complaintlodge-complaint/online-complaints-
form

In writing to: Aged Care Quality and Safety
Commission

GPO Box 9819, in your capital city
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Customer Whistleblower Protection Statement

Our commitment to you

We’re committed to creating a culture of trust
and safety where customers and supporters
can speak up confidently, knowing their
concerns will be protected and heard.

Customers and their supporters are encouraged to
speak up if they reasonably believe that we have
breached the Aged Care Act. In these instances,
Australian Unity welcome customers and supporters
to make a disclosure in accordance with our
Whistleblower Protection Policy, which requires
Australian Unity to protect any whistleblower in
accordance with the Aged Care Act.

If a disclosure does not involve a reasonable suspicion
that we have breached the Aged Care Act (for example,
you want to provide feedback on the standard of your
cleaning services), then you are encouraged to speak-
up via other communication channels such as
Australian Unity’s complaints or feedback system.

What protections must be provided to Whistleblowers

When managing disclosures, Australian Unity will
ensure that protections available for Whistleblowers
are not compromised. Protections include:

e The prohibition of victimisation of any
Whistleblower, or threats of victimisation
directed towards Whistleblowers

e Protection of the Whistleblower’s identity and
honouring a Whistleblower’s right to remain
anonymous (if requested).

e Protecting Whistleblowers from:

o any civil, criminal or administrative liability
(including disciplinary action) for making a
disclosure

o any contractual or other kind of remedy
being enforced or exercised against the
Whistleblower on the basis of the disclosure,
including termination on the basis that
disclosure constitutes breach of the
contract.

For the full Whistleblower Protection Policy,
contact the Home Health, Health Concierge Team
on 1300 160 170 who will be able to provide a copy.

How to make a disclosure

Disclosure can be made verbally or in writing to
internal and external eligible recipients as listed
below:
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Internal Disclosures

Whistleblower Protection Officer
§/_ In writing to:
9 Group General Counsel or Chief of Audit
Australian Unity
Level 15, 271 Spring St Melbourne, VIC 3000

Alternatively, you can make an internal
disclosure to the following Australian Unity
recipients: your Registered Provider, a
Responsible Person of your Registered Provider
or an Aged Care Worker of your Registered
Provider.

External Disclosures
Australian Unity’s independent external party
audisclosure@llm.net.au

{. Disclosure Hotline on 1300 794 250.

The Hotline operates as a message bank service. A
representative from Linchpin will generally call you
back within a business day. Disclosures can be made
at any time, including outside of business hours.

Aged Care Quality & Safety Commission
(Commission)

Email: info@agedcarequality.gov.au

Call: 1800 951 822

Department of Health, Disability and Ageing
Call: 1800 020 103

@ A police officer (non-urgent reports)
Call: 131 444

An Independent Aged Care Advocate

@ Senior Rights Services
Free Call: 1800 424 079
. 6i> AN Older Persons Advocacy Network (National)
T Free call: 1800 700 600
N Elder Rights Advocacy (ERA) (VIC)
B9 Free call: (03) 9602 3066
External disclosures are to be made securely in

accordance with the whistleblowing policies in respect
of each entity to whom the external disclosure is made.

Disclosure Investigations

Australian Unity will treat all disclosures seriously and
appropriate actions will be taken as soon as practicable
after the disclosure is made. Disclosures will be
thoroughly investigated and overseen by appropriate
personnel, which may be conducted in consultation with
others, such as Legal, or external advisors, where
necessary.

Australian Unity will support Whistleblowers and
protect their confidentiality while a disclosure is being
investigated.



We are here to help

If you have any questions, please contact us:
T 1300 497 442

E hello@letsgetcare.com.au

W letsgetcare.com.au

Thank you for trusting us with your care. We are here to support you to live well,
now and into the future.



