It is our aim to reflect our stated Vision, Mission and Values in the delivery of services and
provision of care at San Carlo and we welcome your assistance and contribution.
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1 Welcome
The management and staff of San Carlo would like to welcome you to our community. We
sincerely hope that your time with us will be as comfortable as possible. We are
committed to providing personalised care and we encourage you to approach our staff
with any problems or queries.

2 Vision, Mission, and Values
2.1 Vision
Caring and supporting migrant communities through the provision of culturally sensitive quality
aged care services.

2.2 Mission
As a charitable organisation with a specific focus on the Italian community, we achieve our vision by
understanding and acknowledging specific cultural and spiritual needs of migrant communities and
tailoring the delivery of our services to meet those needs.
As an organisation with a focus on continuous quality improvement we strive to identify and
implement new methods and technologies to enhance our services for the benefit of our clients,
residents and their families, staff and the community.

2.3 Values
We respect our:
Diversity – being culturally sensitive, we value our residents, clients, relatives and all other persons
regardless of their condition, beliefs or resources.
History - we acknowledge the rich heritage bequeathed to the organisation through the leadership,
vision and commitment of those who have gone before.
Staff – we value our staff and their commitment to their development as care professionals. We
support and encourage them in their commitment to become more effective and accountable.
Ethical practices – we aspire to the highest ethical standards in achieving our Vision and Mission.
Effective stewardship – we understand and accept our responsibility to manage operations in a
prudent, viable and sustainable manner.
Environment – we manage our operations and deliver our services to limit our long-term impact on
the environment.
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3 Our History
The Scalabrinian Fathers arrived in Australia in November 1952. The history of their presence in this
country reflects the development of the Italian community in Australia. Their role has evolved and
developed to meet the needs of the Italian community, and in the mid-1960s they began their
involvement with aged care in Australia.
San Carlo Homes for the Aged began its development in the mid-1970s, and the first stage of the
complex was opened in 1979. Since then, it has expanded to include 5 dementia care units plus 24
high-care beds and a 44-bed Hostel.
In 2010, the Scalabrinian Congregation transferred the ownership of bed licenses to San Carlo
Homes for the Aged Ltd (San Carlo). San Carlo remains a not-for-profit organisation governed by a
Board of Directors including the Provincial from the Missionaries of St Charles (Scalabrinian Fathers).
The work at San Carlo continues to meet the needs of our Aged Italian Community and does so with
the support of the Missionary Sisters of St Anthony Mary Claret (Claretian Sisters).

San Carlo acknowledges the Traditional Owners of country throughout Australia, including the
Wurundjeri people of the Kulin nation who are the traditional custodians of the land on which our
facility stands. We pay our respects to their Elders past, present, and emerging.
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4 Our Team
CEO
Rhonda Joiner

Executive Care Manager
Stefania Cortecci

Executive Business
Manager
Nimi Mather

Admissions/Funding
Manager
Sandra Richardson

Environmental Services
Manager
Cameron Lovat

Physiotherapist
Anna Grigorouk

5 Our Board
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6 Respect for Diversity
At San Carlo, we understand that our residents come for many different walks of life. We value the
diversity of our staff and residents and aim to create an environment in which all people can feel
safe and welcome. Discrimination of any kind is not tolerated at San Carlo.
San Carlo embraces all individuals regardless of background, language, gender, sexuality or religion.
We encourage and support residents to comfortably express themselves as they want to.

7 Respecting Others
We are appreciative of the stress families undergo when placing a relative into aged care and we
take this opportunity to remind families that, if concerns arise, these are to be discussed in an
appropriate manner. The management team is happy to address concerns and request that families
bring these to our attention if they are not addressed by staff at the Unit level. We are all here for
an outcome that benefits our residents and supports our families, and are willing to meet with
families when needed.
At no time is it acceptable for family members to scream, shout, threaten or physically assault staff.
If such behaviour arises, staff have been directed to call the Police. Such behaviour is likely to result
in restrictions being placed on visits and/or legal action depending on the severity of the behaviour.

8 Residents' Personal Preferences
We understand that each resident has unique preferences about the way they live and how they
are cared for. Residents (or their representatives) are encouraged to make these preferences known
to staff.
Prior to and directly following admission, a series of assessments and discussions are held to ensure
the resident's personal preferences are documented. This process includes:
•

Meeting our resident Welcoming Committee

•

Completing a full health assessment (or reviewing a previous one if completed recently);

•

Documenting essential personal details;

•

Documenting food preferences;

•

An interview with the Leisure and Lifestyle team;

•

Completing a comprehensive lifestyle / social assessment form.

All of this information goes into the resident's personal Care Plan. Staff use this Care Plan to ensure
the resident's needs and preferences are being met consistently.
Residents have the right to take informed risks if they choose to. San Carlo staff supports the choices
made by residents without judgement wherever these choices do not infringe on the rights or safety
of others. For more details on this matter, see our Dignity of Risk Policy (a copy can be provided
upon request).
If at any point a resident or their family/representative believe that the resident's needs and
preferences are not being met, they are encouraged to bring this to the attention of a staff member.
Formal complaints can be made using our internal complaints mechanism (see 'Providing Feedback'
section on the next page).
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9 Providing Feedback
Residents and their families (or representatives) are welcome to express any concerns or comments
they have. We value the input of residents as it allows us to more effectively respond to their needs.
As such, we assure residents and those close to them that any complaint they make will not
negatively affect the service the resident receives. All complaints are fully investigated. If residents
or relatives are able to identify a preferred solution or outcome to their complaint, this will be
prioritised in the resolution process.
Concerns, suggestions, comments, and compliments can be verbal or written. Families are
encouraged to make an appointment to see the CEO or a member of the Senior Management team
if they wish to make a formal verbal complaint. Feedback forms and Suggestion Boxes are available
on all Units and at reception for families and residents to submit a concern, suggestion, comment,
or compliment. Individuals can identify themselves by signing the form or leave the form unsigned
to give us anonymous feedback if they wish. Please note that we are unable to directly contact
anonymous individuals to discuss any improvements or outcomes following our investigations
regarding their concern or suggestion.
Communication with residents and families is of great importance to us at San Carlo. In addition to
the above-mentioned methods of interaction, we strongly encourage attendance at
Resident/Relative Meetings (held every 2 months), Meet & Greet Meetings (held every 3 months)
and the Food Focus Group (held every 3 months). Concerns and suggestions can be raised and
discussed at these meetings. Dates and times for the meetings are published in our monthly
newsletter.

10 General Information
10.1 Accommodation
Lower-level care accommodation at San Carlo consists of single rooms with an en-suite. The higherlevel and dementia-specific care areas have a mixture of single and double rooms, some with shared
bathroom facilities. Lounges, dining areas, internal courtyards, and extensive gardens are available
for residents to enjoy either individually or with family and friends.
Residents entering the Hostel can bring their own furniture and personal effects. Hostel residents
can bring a small refrigerator (families are responsible for the care, cleaning and maintenance of the
refrigerator). A digital television is provided and installed for new residents where appropriate (a
television may not be appropriate for some high care residents). Televisions have RAI International
reception.
Please consult with the Village Supervisor and the Physiotherapist before bringing furniture into the
Hostel, as the room size and any Occupational Health and Safety issues must be considered. A
telephone can be connected in the resident's room at personal expense.
Residents entering the higher-level and dementia-specific care areas are encouraged to bring
personal effects and some items of furniture to keep in their room. Please discuss this with the
Village Supervisor and Physiotherapist prior to bringing in the items or furniture.

Page 10 of 28

Resident & Families Handbook

Following admission, we trust each resident will settle into comfort and regard San Carlo as their
new home. We strive to assist residents in any way possible to create a home with a peaceful and
enjoyable atmosphere. All staff and residents at San Carlo maintain a respect for individual privacy
and preferences while maintaining a shared environment built on openness and cooperation.
Occasionally there is a clinical or care need that necessitates a resident being moved into a new
room. This is done in conference with the resident and family.
All electrical items brought into San Carlo must have a current (last 12 months) electrician tag to
certify that the items are electrically safe. Electrical items that have been purchased in the 3 months
prior to coming to San Carlo do not require a safety tag, providing that proof of purchase is supplied.
Please show proof of purchase to the Village Supervisor, who will document the details in the
resident's file. For such items, the next electrical check and tagging is done as part of our annual
checking of electrical equipment across the facility.

10.2 Admission Criteria
Applicants must have a current Aged Care Client Record (ACCR) or My Aged Care Support Plan prior
to admission. Preference is given to aged people of Italian-speaking background.
Applicants must arrange for Centrelink to complete their income/assets assessment prior to
admission.

10.3 Admission Day
Please bring:
• Health Benefit Card and Medicare Card
•

List of any relevant information about the resident's current condition (E.g. a Doctor's letter)

•

A Medication list from the resident's doctor (any medications in the resident's possession must
be given to the Nurse in Charge)

San Carlo can arrange a supply of medications through a local pharmacy if required (the
resident/family will be invoiced by the pharmacy). Respite residents are to bring enough
medications to cover the duration of their stay. This can be in the form of a Webster Pack or other
assistive device.

10.4 Alcohol
San Carlo provides wine with meals for our residents who would like it. A small amount of wine may
be offered as part of festivities (e.g. our weekly 'Happy Hour' event in the Hostel). Before leaving
alcohol with a resident, please discuss this with the Village Supervisor.

10.5 Allied Health Services
San Carlo provides physiotherapy at no additional cost. Other Allied Health services including
podiatry, speech therapy, and external continence management are provided at no cost to residents
who are assessed as requiring high-care.
Charges can apply to those requiring lower-level care. External appointments are able to be
arranged for audiologists, optometrists, and dentists.
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Families can request external Allied Health providers to visit. Please consult with our Village
Supervisor and with the resident's doctor to arrange such visits.
Specialist assessments, equipment, or supplies that are complementary to services already provided
by San Carlo Homes can incur a cost (e.g. private specialists or special wound-care products).

10.6 Alternative Therapies
Those interested in Alternative Therapies can discuss this with the Village Supervisor and the
resident's doctor. After consultation, we can assist residents in procurement of these services.
Any queries regarding clinical services can be addressed by our Senior Management Team.

10.7 Care Plan Meetings
All residents have an interim Care Plan written on admission, followed by the writing of a full Care
Plan. Their care needs are reviewed in collaboration with the resident and/or their family and
representative. Senior staff members on each Unit conduct these reviews.
All residents and/or their family or representative are invited to participate in a 'Care Plan and
Resident Care Needs' review meeting annually. The meeting can be held over the phone if the
resident's representative is unable to attend the meeting in person.

10.8 Clothing
Please bring a selection of the type of clothing the resident would usually wear. Ensure that the
resident has enough clothing to allow for time to launder items (our laundry is open Monday to
Saturday inclusive). Also be aware of the resident's seasonal needs and bring in warm clothes for
winter and light clothes for summer.
We suggest that woollens and delicate fabric clothing not be sent to our industrial washing
machines. Families are able to take these items out of the facility to be washed appropriately. If
families supply clothing made of delicate or woollen material and these become soiled, we must
send them to our laundry as part of infection control for our residents. They can become damaged
in this process.
All personal laundry is done on-site, and families are encouraged to provide clothing that can be
safely machine washed and dried. Clothing requiring dry cleaning can be arranged at the resident's
cost.
To avoid clothing items being lost or misplaced after they are washed, we ask that all resident's
clothes be labelled with their full name. Please see the 'Labelling Clothing' section of this handbook
for more details.

10.8.1 Labelling of Clothing
All items of clothing brought into the facility must be clearly labelled. Please do not put any
unlabelled clothing into the resident's wardrobe. Laundry markers do not endure our industrial
washing machines, so we ask that laundry markers are not used to label resident clothing.
Clothing can be labelled in either of the following ways:
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The resident/family can privately purchase sturdy labels (e.g. Cash’s labels) for the resident’s
clothing and sew these on the garments prior to admission. Any clothing brought into San Carlo
after the resident’s admission must also be labelled in this way.
Or
San Carlo can label all items of clothing. The cost of these labels is $100 for 200 labels for all new
residents and $25 for 50 labels thereafter. Our staff label clothing for our residents as they are
admitted to the Unit.
If this option is selected, we ask that clothing, including clothing brought in after admission be
handed to staff on the resident's Unit so they can arrange the labelling to be done.
Respite residents who wish to have their clothing laundered at San Carlo must have all clothing
labelled. This can be done by family prior to admission or at San Carlo as mentioned above. If the
clothing is to be labelled at San Carlo, the cost for Respite residents is $50 for 100 labels or $25 for
50 labels. Alternatively, Respite residents can arrange for their family to wash the clothing items at
home (this must be done at least once weekly). In this case, clothing does not need to be labelled.
Please inform the Village Supervisor of the resident's preference so this can be documented in their
progress notes and Care Plan.

10.9 Dentist and Dental Technician
Although we can sometimes arrange on-site visits for residents, these services are not always able
to visit San Carlo regularly. As a result, relatives may need to accompany the resident to the dentist
or dental technician outside of the facility. Families can consult with the Village Supervisor to
arrange internal or external visits with a dentist or dental technician.
To aid in oral care, our speech therapist also completes an oral assessment alongside a swallowing
and speech assessment for all residents.

10.10 Doctors
Residents have the option to be treated by the doctor of their choice. If their doctor is unable to
continue providing them care following admission, they are free to choose another doctor.
Alternatively, we're happy to arrange for an Italian-speaking doctor from Lalor Clinic to take over
their care. The Lalor Clinic doctors have worked with us at San Carlo for many years and have
extensive experience in aged care.

10.11 Emergency Call Bells
San Carlo has a call bell system within the units that is activated by staff or residents requiring
assistance. The system has an emergency ring and a routine help summons ring. Staff attend to
these rings based on urgency and deactivate the ring within the resident's room.

10.12 Emotional Support of Resident and Family
When a resident is admitted, there is an orientation process that considers the resident and family's
emotional state and gives the resident and their family an opportunity to express their preferences
relating to the resident's care needs.
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Each resident's emotional states and needs are assessed and reviewed regularly to ensure they are
being provided with the support they require. Emotional support services, including on-site pastoral
care, can be provided to residents who experience or are at risk of experiencing stress, depression,
or anxiety. Families are also free to access these support services.

10.13 External Appointments
Residents attending an appointment off-site are required to be escorted by a family member. The
resident must always be supervised. If the family is unable to escort the resident, San Carlo can
arrange a chaperone to assist at the resident's expense. Please see the Village Supervisor to arrange
this.
We can refer residents to specialists. Staff aim to arrange appointments at times that suit both the
family and resident, but unfortunately there are times that the clinic or the specialist are unable to
provide a choice of appointment without delaying a residents' care and treatment by a considerable
time. In these cases, we confer with the family, Power of Attorney, or Next of Kin and organise a
carer or nurse to escort the resident. Any accounts are sent to the person in charge of the resident's
finances.

10.14 External Complaints Mechanism
Residents and relatives have access to an external complaints mechanism (the Aged Care Quality
and Safety Commission) if they feel that their complaints or concerns are not being sufficiently
resolved by San Carlo. Pamphlets outlining how to access this complaints mechanism be found at
reception and in each Unit.
To contact the Aged Care Quality and Safety Commission directly, phone 1800 951 822 or visit their
website at www.agedcarequality.gov.au.

10.15 Fee & Financial Arrangements
Families are reminded that fees are governed by the Department of Health. Centrelink provides an
assessment of the resident's financial situation and thereby sets the level at which fees must be
paid.
All residents must have a Centrelink Income/Assets assessment completed for admission to San
Carlo. Fees are payable one month in advance and statements are issued monthly.

10.15.1

Respite Fees

Respite fees are to be paid on admission. A booking fee may be required for respite and is payable
prior to admission. This fee is a pre-payment for respite care fees and is not an additional charge.
The fee is determined by whichever is less of either payment for one week's respite care or 25% of
the full fee for the proposed period of respite care.
If the individual entering respite cancels their booking within 7 days before the proposed day of
entry, and the reason for the cancellation is anything other than the individual entering hospital or
the death of the individual, San Carlo can retain all or part of the booking fee.

Page 14 of 28

Resident & Families Handbook

The booking fee is refunded if the individual enters hospital or dies either before being admitted to
the facility or before the end of the booked period if they have already been admitted to the facility.
If the respite resident leaves the service before the end of the booked period, the booking fee can
be used to pay for all or part of the unused booked period

10.16 Fire & Essential Safety Systems
San Carlo has compliant fire safety systems in place that minimise the risk of a fire emergency. The
buildings have compliant fire detection systems, and sprinklers are installed throughout the facility.
Approved contractors provide regular service and maintenance on the essential safety systems.
Policies and Procedures are in place to manage emergencies such as fire, heatwaves, floods, and
bushfires. Staff are trained in and aware of their roles and responsibilities in an emergency.
Any questions or concerns regarding emergency plans can be discussed with a member of the Senior
Management Team.

10.17 Food and Menus
Food safety and quality is paramount at San Carlo. We have our own in-house catering service, with
a menu compiled from the residents' personal choices and a dietician's advice. Alternatives to the
menu are always available and suggestions from residents are welcomed. Feedback regarding the
menu can be given through the Resident and Relatives meetings, annual Resident and Relatives
Satisfaction Surveys, and through the comments and concerns mechanism.
The Head Chef reviews the menu with the CEO bi-annually or at other times as requested by
residents. The menu can vary in accordance with the availability of fresh produce, religious Feast
Days, special occasions, and sudden weather changes. Such variations are made by the Head Chef
in liaison with the CEO or Senior Management Team.
Where residents require a special diet as requested by the dietician, a suitable menu is prepared in
conjunction with the resident (and relative where appropriate) and in accordance with cultural
preferences. Textured or vitamised food is from the same quality produce as used for normal diets.

10.17.1

Visitors Bringing in Food

Family members and visitors that bring in food for a resident must sign the food register at the
entrance to the Unit. Please consult with the Village Supervisor when bringing in food to determine
whether the food is appropriate for the resident's dietary needs.
If visitors wish to bring in celebratory food (e.g. birthday cakes) to share, it must be purchased from
a commercial provider and the ingredients must be stated on the label.
If visitors wish to bring in homemade food, the food must be consumed in the day of visit.
Any food in fridges that are unlabelled will be disposed.
We ask visitors and families not to hand food to other residents as the resident could be allergic to
the food or it could be detrimental to their care if they are on a special diet.
The Village Supervisor must oversee all food brought into the Unit.
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10.18 Footwear
Our Physiotherapist assesses the resident's footwear as part of their mobility assessment. Any
queries regarding the resident's foot wear can be directed to our physiotherapist.

10.19 Gifts and Gratuities
Staff at San Carlo are dedicated to providing quality care to residents and our greatest reward is the
satisfaction and happiness of our residents. Staff are unable to accept gifts or money from residents
and their families. If residents or families wish to acknowledge the staff with a gift, we ask that it be
limited to flowers or chocolates (or similar products) that can be shared by the staff as a group.

10.20 Gym equipment
The physiotherapist may incorporate exercises that make use of our gym equipment as part of a
resident's physiotherapy program. Residents are always supervised by the physiotherapist whilst
using this equipment.

10.21 Hairdressing
Visiting hairdressers are available to residents and services are paid for individually.

10.22 Hostel Kiosk
In the Hostel we have a Kiosk to allow our residents some retail therapy. Small personal items and
toiletries can be purchased from the kiosk. The kiosk is open Tuesdays and Thursdays, times are as
advertised on the Kiosk window.

10.23 Incidents or Accidents
Please report any incidents to staff, including injuries, inappropriate or unsafe behaviour from staff
or residents, and hazards or incidents that could affect the safe operation of the organisation.

10.24 Leave from the Facility
Commonwealth regulations provide for unlimited hospital leave for residents. Social Leave is funded
by the government for 52 days per financial year (a 'leave day' means that the resident is away from
the facility overnight). When a resident is planning to leave the facility, please advise the Village
Supervisor as we need to have this information in case of emergency.
Commonwealth regulations do not allow for overnight leave for Respite residents. If Respite
residents are taken for overnight leave, San Carlo must discharge and then readmit them which
results in a daily rate being charged for holding the bed.
Staff must be informed when a resident leaves the facility during the day for an appointment or
outing.

10.25 Library
Library delivery services for residents are available through our Leisure and Lifestyle Team or our
Events Coordinator.
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10.26 Medications
On admission, all medications are reviewed by the resident's doctor and senior clinical staff. Please
bring in all medicines, including any supplementary medications that the resident has been taking
(e.g. vitamins, creams, puffers).
Medication must be stored by San Carlo and not kept in the resident's room unless the resident has
been assessed by their doctor as being able to self-administer. Families are reminded not to supply
residents with any medication unless discussed with the resident’s doctor.
For some residents, the use of medications that modify behaviour may need to be considered. The
facility encourages treating doctors to communicate with families in these situations. A facility policy
is in place in relation to the use of antipsychotic medication and families are encouraged to
participate in meetings in relation to use of such medication.

10.27 Newsletter
Our newsletter is distributed monthly by post to the family member responsible for the resident's
finances.
We request that this family member discuss the information in this newsletter with all family
members. Additional copies of the newsletters are situated next to the sign-in books at the main
entrances and at reception.
Residents are provided with copies of the newsletter and can have it read to them in their preferred
language as needed.

10.28 Newspapers and Magazines
Newspapers and/or magazines delivery service can be organised through our Events Coordinator.
Fees for delivery are billed to the resident's account.

10.29 Pets
Animals are welcome at the facility but must remain under control of the owner at all times. We
request proof of vaccination and house training for visiting animals for the protection of residents.
We remind visitors to respect the fact not all residents are animal lovers and ask that animals not
be brought into contact with other residents unless they are requested to do so.
Arrangements for pets to stay at the facility can be made in line with San Carlo's Pet Policy. Please
see a member of Senior Management to discuss any matters relating to pets.

10.30 Private Companions
As you may be aware, a number of families engage the use of Private Companions to provide that
'little bit extra' for their loved one. Indeed, you may already engage the services of a Private
Companion.
Whilst the Home maintains staffing levels that are consistently higher than other residential aged
care services, it is not possible to provide the extended 'one on one' companionship that many
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families desire. For this reason, the Home accepts the role that Private Companions have in relation
to the ongoing care of the resident.
Private Companions are directly employed or engaged by the resident and or representative and
are not employees of San Carlo. At no time can or will San Carlo accept any responsibility for any
employment issues or injury that may occur to either the private companions or residents as a result
of the private companion providing service to the resident.
An extensive review undertaken by the Home identified a number of issues regarding the use of
Private Companions within the Home. These issues, which are summarised below, are relevant to
both the hirer of the Private Companion and the Home in its role as primary care giver.

10.30.1

Liability

Private Companions are directly employed or engaged by the resident or their family and are
therefore not employees of the Home. For this reason, the Home accepts no responsibility for any
injury that may occur to either the Private Companion or the resident as a result of the Private
Companion providing service to the resident.
It is likely that the Private Companion could hold the hirer personally liable for any injury sustained
by the Private Companion whilst attending to the needs of the resident. As such, it is recommended
that the hirer consider that they have appropriate insurance cover.
Companion insurance is available at a reasonable cost. You should be able to obtain a policy for less
than $50 per annum. Most of the larger agencies that provide companions maintain worker's
compensation and other appropriate insurance cover for their employees.

10.30.2

Competency

Currently, the Home has little or no control over who families engage as Private Companions. As
such, there is no assurance that the Private Companion is suitably skilled to undertake the tasks they
have been engaged to perform. For example, all care staff of the Home undergo competency
training and assessment in important areas such as manual handling and infection control.

10.30.3

Accountability

As mentioned above, the Home has no or little control over who families engage as Private
Companions. Often the Home does not know who has been engaged as a companion, details of
what they have been asked to do for the resident or even when and for how long they have agreed
to attend to the resident.
As a Private Companion is not an employee of the Home they cannot therefore be 'directed' by
senior staff in relation to the service they provide. However, as part of the Home's duty of care, it is
important to know who is visiting residents and for what purpose.

10.30.4

Workplace Relations

The presence of Private Companions can often have an adverse effect on staff morale due to the
disparity between remuneration levels (Private Companions are generally remunerated at a higher
level than care staff) and a perception by care staff employed by the Home that their workload and
responsibility is far greater than the Private Companion's.
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In addition, a number of Private Companions are also employees of the Home which can lead to
further difficulties when they are acting as Private Companions in areas where they are interacting
with their workplace colleagues.

10.30.5

Private Companions Policy

In response to the issues identified above, the Home has developed a Policy regarding the use of
Private Companions. The Policy stipulates that all Private Companions providing a service to a
resident of the Home must comply with the following requirements:
•

Private Companions must be over eighteen (18) years of age.

•

Private Companions must be legally allowed to work in Australia. That is, they have appropriate
work rights entitling them to work and the Hirer is compliant with these at all times.

•

Hirers and Private Companions shall observe and obey all applicable taxation laws.

•

Hirers and Private Companions shall ensure that there are appropriate and applicable insurance
coverage policies to cover the Private Companion. These include, but are not limited to Worker's
Compensation, Personal Liability and Professional Indemnity Insurance.

•

Private Companions must, prior to commencement of employment with the Hirer: complete the
Home's Private Companion Registration Form' and hold a current National Criminal History
Check for suitability to "work" in aged care (police certificate).
Note: Police Certificates remain current for 3 years. This information must be provided to the
relevant Executive Care Manager (ECM) who will record this information on a register within
their department. San Carlo guarantees that all details recorded pertaining to the police
certificate will remain strictly confidential.

•

Hirers must sign a Private Companion Agreement prior to commencement of employment of a
companion.

•

Private Companions will act in good faith and ensure a duty of care is maintained at all times.

10.30.6

Expectations of a Private Companion:

•

Private Companions must leave the room if requested by staff during activities of personal
hygiene or activities of daily living, to ensure that the privacy and dignity of the resident is
respected.

•

Private Companions must inform their Hirer and/or ECM if they have been convicted of an
offence during the course of their engagement. San Carlo requires such information to ensure
that its obligations under the Aged Care Act 1997 (Cth) are satisfied.

•

Private Companions must sign in and out as a Visitor at Main Information Desks or Reception
for each period of duty and advise the Registered Nurse or nominated supervisor when arriving
and leaving San Carlo.

•

Private Companions must inform management and/or staff of any observed changes in resident
care or condition.

•

Private Companions are not to share information about the resident they companion to any
other party other than the Manager/Supervisor responsible in their neighbourhood/place of
work and to any person who has power of attorney over the Client/Resident. Further, any
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information about a resident is confidential and is not to be shared under any circumstances
with anyone internal or external to San Carlo unless as directed by a court order.
•

Private Companions are forbidden from soliciting work or further engagements with other
clients who are residents of San Carlo.

•

Private Companions shall ensure that they inform management and/or staff immediately of any
forms of abuse, sexual, physical, verbal, financial or otherwise immediately on becoming aware
of this. This must be followed with a written statement to management prior to leaving the
facility.

•

Private Companions shall not access staff designated areas (e.g. staff rooms) without
authorisation from the ECM.

•

Hirers must inform the ECM in writing of the hiring of a Private Companion and what duties they
have been hired to carry out, which must not include any nursing interventions or activities that
are either clinical or personal care in nature and that San Carlo is obligated to provide under the
Aged Care Act 1997 (Cth).

•

If the Private Companion is also an employee of San Carlo, they are not permitted to be a
companion in the same area as where they work. Special consideration will be given to existing
relationships or other extenuating circumstances.

•

Private Companions must ensure they act for the good of the resident and unacceptable
behaviours will not be tolerated. Examples of this include but are not limited to:
o

Eating food that have been provided for the resident and/ or staff rolls

o

Providing care that is not part of the duties of the Private Companion such as personal
hygiene.

o

Hindering the staff of San Carlo from carrying out their duties.

o

Accessing prohibited areas.

o

Engaging in any type of abuse, physical, sexual, verbal, financial or otherwise.

o

Attending San Carlo premises under the influence of drugs and/or alcohol.

o

Not completing the duties they were required to do by their Hirer, for example talking
with other Private Companions and not being an attentive companion with their client.

10.30.7

Requirements of a Hirer or Private Companion

If you do not engage the services of a Private Companion you do not need to do anything. If,
however, you currently engage the services of a Private Companion or work as a Private Companion
within the Home you should:
•

Read the enclosed Private Companion Information Guide carefully. If you are a hirer of a Private
Companion you should provide a copy of this information to the Private Companion.

•

Complete the 'Private Companion Registration Form' and 'Private Companion Agreement'.
This can be requested from Reception during business hours or by email to
sancarlo@sancarlo.com.au.
Please note that the Private Companion Registration Form should be completed and signed by
the Hirer and the Private Companion before returning to the Home.

•

Ensure that the Private Companion has a current police check for working in aged care
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•

Submit the Private Companion Registration Form, the Private Companion Agreement and a copy
of the Police Check to San Carlo.

•

Enrol the Private Companion in the orientation session conducted by the Home by contacting
your San Carlo in your relevant area. The cost of this session will be borne by the hirer.

•

If you are the hirer you should ensure you have appropriate insurance cover.

•

Ensure the Private Companion obtains an identification badge and signs the register next time
they are at the Home. Identification badges are available from the Main Information Desk during
business hours.

If you have any questions regarding the Private Companion Policy or its requirements, please
contact San Carlo.

10.31 Religious Services
Mass/Rosary is conducted daily in communal and one-on-one sessions with our nuns if requested
by residents.
Residents are free to choose whether they attend communal Mass/Rosary. Residents who are not
Catholic are encouraged to inform us how we can best meet their individual needs and preferences.

10.32 Residents’ Privacy
San Carlo has introduced the use of “Do Not Disturb” signs like those you’d find in a hotel.
This sign is available for residents to use when they wish to have privacy, such as when they do not
want to be disturbed overnight. These signs will be hung on the inside of each resident's door and
can be put on the outside whenever the resident wishes. If the sign is not available, please let one
of the care team know and request a replacement.
Whether you are staff, family, friend or visitor, please respect the “Do Not Disturb” sign. If you still
wish to see the resident, please speak with the nurse in charge of the unit.

10.33 Residents & Relatives Meetings
The purpose of these Meetings is to facilitate communication between residents and their relatives,
and staff. We value our residents' input and these meetings are a great opportunity for them to
contribute their ideas.
Issues of concern can be raised and discussed at these meetings, though individual complaints or
concerns can also be managed on a 'one-to-one' basis or through the comments and complaints
mechanism. Relatives' meetings are held every second month and are organised to accommodate
the availability of families. Dates and times are advertised in the San Carlo Newsletter.

10.34 Residents Absconding
We have policies and procedures in place for instances where a resident wanders from the facility.
We have secure doors that are locked using a key-pad, as well as camera surveillance of our public
areas. These assist in preventing residents from wandering away from the facility. Codes for keypads
are labelled on each keypad. We request that visitors not assist a resident to leave the facility.
Residents who are safe to wander and do not require assistance would be able to read the codes
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labelled. If a resident inadvertently absconds from the facility, please report this to a staff member
immediately.
Residents deemed at risk of absconding wear security bracelets and notices are posted around the
facility to alert visitors of this risk. Before any of these measures are implemented for a resident, it
is discussed with their representative or Power of Attorney.

10.35 Resident’s Agreement
A formal Agreement (between San Carlo Homes for the Aged and the resident) is given to the
family/resident on admission. The Agreement explains the financial arrangements and the services
that are provided to residents. It also details the resident's Rights and Responsibilities and issues
relating to security of tenure.
Please return the signed document to reception. Residents/families can revoke their signature
within 14 days of signing by notifying San Carlo in writing.

10.36 Smoking
San Carlo has a smoke-free environment and smoking is not permitted inside any building. There
are designated external areas in which residents can smoke - please speak with the nurse-in-charge
of the unit to discuss the designated smoking areas available.
Families are reminded that they must provide cigarettes and staff are not permitted to procure or
pay for the resident's cigarettes. Residents have their cigarettes, tobacco, and matches stored at the
nurse's station. Before leaving cigarettes or alcohol with a resident, please discuss this with the
Village Supervisor.

10.37 Telephones & Private Calls
Private phone calls are not to be conducted through San Carlo's business line as it prevents its
necessary use. San Carlo will no longer pass personal calls on through to the resident unless it is an
emergency.
Installation of private telephones can be arranged by the resident/family through San Carlo and we
bill the resident directly. Alternatively, you are welcome to organise a cheap mobile phone for
personal use as we do have mobile coverage throughout the facility.
There is a set connection fee of $120 and a monthly fee of $35. Usage is subject to a fair usage policy
and we reserve the right to suspend the private phone line or charge for excessive usage.
Residents/Families are to provide the handset.

10.38 Valuables
We strongly advise residents against bringing valuable items, jewellery or large amounts of cash to
the facility. Residents are encouraged to consider their own insurance when making the decision to
bring valuable items with them to San Carlo.
While we try to provide a secure environment, we cannot accept any liability for individual losses.
Residents have access to their own locked drawer and we can provide short-term storage for small
items or cash.
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10.39 Witnessing Legal Documents
Staff are not permitted to witness the signing of any document – please do not ask them to do so.

11 Information for Your Visitors
11.1 Visitors and Visiting Hours
Family and Next of Kin can visit the resident throughout the day.
We ask that the Village Supervisor be informed of visitors wishing to come after hours, as the doors
lock to the security setting in the evenings until after day break the next morning.
For after-hours entry, visitors must ring the bell and wait for a staff member to let them in.
Children visiting residents must always be supervised by their parents or a responsible adult.

11.2 Gatherings for Visitors, Family and Friends
While there are areas (including Caffe Incontro and barbeque areas) available for family gatherings
at the facility (e.g. birthday gatherings for a resident), please note that San Carlo does not have any
exclusive areas.
We are unable to guarantee privacy for your gathering as the facility is home not only to your loved
one(s), but to other residents as well who have freedom to move around.
If a private function room is required, San Carlo is happy to recommend suitable locations within a
reasonable distance of the facility as well as recommendations for booking transport services if
required.
If you would like to organise a gathering at San Carlo, please let us know at least a week in advance.
You can let us know by email at sancarlo@sancarlo.com.au, or call Reception on 03 9404 1490.

11.3 Visitors at Meal Times
If you have visitors at meal times, please sit in one of the available private areas outside of the dining
room, or at a private table in the dining room away from the tables shared by other residents.
You can ask a staff member at any time to arrange this for you, and San Carlo would appreciate it if
you could inform the staff before meal times that you are expecting company so that they can
prepare a table in advance for you and your visitors. In addition to your privacy, this is also to respect
the other residents, who may not wish to share their private meal time and space with strangers.
If your family member or visitor would like a meal, please give us notice of requirements prior to
10:30am on the day the meal is required. A nominal charge will apply for the meal.

12 Minimal Restraint Policy
San Carlo has a Minimal Restraint Policy. This means that physical and chemical restraints are only
used as a last resort to control resident behaviour. Strict procedures are in place to ensure that
residents who are restrained are carefully monitored and reviewed for any adverse changes in their
condition.
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The facility recognises that the behaviour and condition of some residents creates the risk of falls. If
restraints are used to prevent falls, this is only done after discussion with the resident's
family/Power of Attorney and treating doctor.
As restraints are used as a last resort, we use a variety of other resources to minimise the risk of
injury from falls. This includes the use of Low-Low beds, mats with fall sensors on the floor next to
the beds, crash mats, and hip protectors. Preventative strategies are developed in consultation with
the resident/representative and their doctor.

13 Reporting Elder Abuse (Compulsory Reporting)
13.1 Compulsory Reporting
San Carlo does not tolerate abuse of its residents by any person. Our Compulsory Reporting Policy
contains information about how we protect our residents from abuse. A copy of this Policy can be
provided upon request.

13.2 Reporting Requirement
We are legally required to report any allegation or suspicion that a resident has been assaulted to
the Police and to the Secretary of the Department of Health. We must make the report within 24
hours of the allegation being made or suspicion being raised.

13.3 What is a Reportable Assault?
An assault must be reported if it is either unlawful sexual contact with or unreasonable use of force
on a resident.

13.4 Can we choose not to have an assault reported?
No. We are required to make a report of an assault within 24 hours even if the resident or relative
do not want us to. The only assaults that do not have to be reported are those enacted by a resident
with a formal diagnosis of cognitive impairment. In these cases, management strategies are put in
place to protect staff and residents from further assaults. While any alleged victims or their
representatives cannot prevent a report from being made to the police or to the Secretary, their
level of co-operation or involvement with any investigation is a matter of personal choice.

13.5 Who must make a report?
The obligation to make the report is upon San Carlo. We are also responsible for taking reasonable
measures to require our staff members to make a report of a reportable assault. Our staff members
include any person we employ, hire, retain, or contract to provide care or other services to us. It
applies to permanent, temporary, and casual staff.

13.6 Do we have any protection if we make a report?
If a staff member makes a report, that person is protected from their identity being disclosed and
from any victimization. They are also protected from any civil or criminal liability for making the
disclosure and any employment or contractual sanctions. These protections do not apply to any
other person.
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13.7 What if you have questions?
Any questions about how the reporting requirements operate can be directed to a member of the
Senior Management Team. The team can be contacted by phone on 03 9404 1490 or by email at
sancarlo@sancarlo.com.au.

14 Privacy Collection Statement
14.1 Protecting your privacy
San Carlo Homes for the Aged is committed to protecting the privacy of all residents and ensuring
we provide them with the best possible care and services. We are bound by the Privacy Act 1988
(Cth) and the Australian Privacy Principles.
Please read this Privacy Collection Statement in conjunction with our Resident Privacy and
Confidentiality Policy ('Privacy Policy'), which contains detailed information on how we protect
residents' privacy, including the way in which we collect, use, and disclose their information.
A copy of the Privacy Policy is available on our website and at our facility. We provide a copy of our
Privacy Policy to all residents upon admission or before we start providing services to them.

14.2 Collection of information
We collect personal information about individuals either directly from the individual or from their
legal representative. We only collect information for purposes that directly relate to our functions
and activities as an aged care provider.
We understand that residents may not always want to provide information to us. The information
we request is relevant to providing the care and services each resident needs. Residents and families
must be aware that if they choose not to provide us with some or all of the information we request,
we may not be able to provide them with the care and services they require.

14.3 Use and disclosure
We only use and disclose personal information for the purpose for which it was collected. Use or
disclosure for secondary purposes is only permitted when directly related to our functions or
activities as an aged care provider or when otherwise permitted by law.

14.4 Access and correction of information
Individuals have a right to request that we provide them access to the Personal Information we hold
about them. Requests can be made to our Privacy Officer through the following methods:
Privacy Officer
Rhonda Joiner (or Delegate)
Phone: 03 9404 1490
Fax: 03 9404 4390
Email: rhonda@sancarlo.com.au
Please be aware that some restrictions apply when requesting access to information.
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Please inform a staff member if any of the information we hold is incorrect. Every effort will be made
to correct the information in a timely manner.

14.5 Overseas recipients
We do not disclose information about residents to overseas recipients. If we do, we seek consent
from the resident or their family and take all reasonable steps to ensure that the overseas recipient
does not breach the Australian Privacy Principles.

14.6 Concerns about Your Privacy
Concerns about the way we have managed personal information can be made verbally or in writing
to any of the following:
San Carlo's Privacy Officer
Phone: 03 9404 1490
Fax: 03 9404 4390
Email: rhonda@sancarlo.com.au
We ask that concerns first be directed to our Privacy Officer for resolution before they are
taken to the Aged Care Quality and Safety Commission.
Aged Care Quality and Safety Commission
Online: www.agedcarequality.gov.au
Phone: 1800 951 822
How to contact us:
Any questions in relation to privacy or how we manage personal information can be directed to our
Privacy Officer by phone on 03 9404 1490 or by e-mail at rhonda@sancarlo.com.au.
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Charter of Aged Care Rights
I have the right to:
1. safe and high quality care and services;
2. be treated with dignity and respect;
3. have my identity, culture and diversity valued and supported;
4. live without abuse and neglect;
5. be informed about my care and services in a way I understand;
6. access all information about myself, including information about my rights, care and
services;
7. have control over and make choices about my care, and personal and social life, including
where the choices involve personal risk;
8. have control over, and make decisions about, the personal aspects of my daily life,
financial affairs and possessions;
9. my independence;
10. be listened to and understood;
11. have a person of my choice, including an aged care advocate, support me or speak on my
behalf;
12. complain free from reprisal, and to have my complaints dealt with fairly and promptly;
13. personal privacy and to have my personal information protected;
14. exercise my rights without it adversely affecting the way I am treated.
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La Carta dei Diritti di Assistenza per gli Anziani
Ho il diritto a:
1. servizi e cure sicure e di alta qualità;
2. essere trattato/a con dignità e rispetto;
3. avere la mia identità, cultura e diversità valorizzate e sostenute;
4. vivere senza abuso e negligenza;
5. essere informato/a sulle cure e sui servizi in modo comprensibile;
6. accedere a tutte le informazioni su me stesso/a, compresi i miei diritti, le cure e i servizi;
7. avere controllo e prendere decisioni sulla mia cura, e sulla mia vita personale e sociale,
compreso ove tali scelte comportino dei rischi personali;
8. avere controllo e prendere decisioni sugli aspetti della mia vita personale, sui miei beni
finanziari e i miei possedimenti;
9. la mia indipendenza;
10. essere ascoltato/a e compreso/a;
11. avere una persona di mia scelta, compreso un aged care advocate, che mi sostenga o parli
per conto mio;
12. sporgere reclamo senza essere penalizzato/a, e avere i miei reclami trattati con equità e
prontezza;
13. la mia privacy personale e la protezione delle mie informazioni personali;
14. esercitare i miei diritti senza che compromettano negativamente il modo in cui vengo
trattato/a.
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