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Your Rights and
Responsibilities

Dementia Australia provides
high-quality services and
support to meet our clients’
needs. Our services meet
current disability and aged
care standards.







Your rights

The service and support you receive
are important to us.

As our client, you have the right to:

be treated with dignity and respect

access services that respect your
language, culture, beliefs and
sexuality

be involved in decisions about
your service

bring someone to support

your decision-making or make
decisions on your behalf

receive written confirmation of
your agreed services

be involved in regular reviews of
your service

privacy and confidentiality of your
personal information

a fair determination of your
financial contribution to a service
information on how to provide
feedback or make a complaint
refuse services or make a
complaint without recrimination.



Your
responsibilities

To help us deliver the best care, it is
your responsibility to:
. treat staff and others with respect

« provide information to help us
support you with the right services

« tell us if you need to cancel or
change your service.
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Our
responsibilities

We value every person in our care.
Our team will:

« respect your personal beliefs,
privacy and confidentiality

 treat you with respect and dignity

« include any person you choose to
support your decision-making or
act on your behalf

« recognise and value the people
who care for you

- talk to you about the full range
of services available at Dementia
Australia and other organisations

« provide you with an interpreter if
needed

« acknowledge and fairly investigate
any complaint, working with you
in confidence to resolve the issue
quickly.




Your privacy
respected

Dementia Australia collects personal
information only with your consent.
We take all reasonable steps to
protect your privacy.

You have the right to:
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know why your personal
information is being collected

understand how this information is
used and shared

see what information we hold
about you

change information that is incorrect,
out of date orincomplete

have your information protected
from unauthorised access and
misuse

make a complaint about a breach
of privacy.

There may be times when the law
requires us to share your personal
information. Find out more about
the use of personal information in
our Privacy Policy at
dementia.org.au
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How to provide
feedback

We welcome your feedback. Every
compliment or complaint helps us
improve our service.

Talk to one of our team members first.
We investigate all complaints and
will respond as quickly as possible.

If you feel your complaint is not
resolved, you can choose from the
following options.

Write to the

Director - Client Services
Dementia Australia

PO Box 3021

Manuka ACT 2603

X

= Submit an online form at
dementia.org.au/support/
rights-and-responsibilities

@ Email our team at
quality@dementia.org.au
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If your complaint is still not resolved,
you can contact the following
organisations.

For Australian Government-funded
aged care services, contact:

Aged Care Quality and Safety
Commission

Online: agedcarequality.gov.au

Phone: 1800 951 822 (free call from
fixed lines; mobile calls may be
charged a fee)

In writing:

Aged Care Quality and Safety
Commission

GPO Box 9819

(your capital city and state or
territory)






You may also wish to contact the
following organisations. You have
the right to include a person of your
choice to support your decision-
making or act on your behalf.

The Office of the Public Advocate
in your state or territory

Older Persons Advocacy Network
(OPAN)

Online: opan.org.au

Phone: 1800 700 600



National Dementia Helpline

1800 100 500

i=i=i For Ionguoge assistance
Interpreter call 131450

etion If you have hearing or speech
elay

senice i  difficulties, call 1800 555 677

Find us online
dementia.org.au

0000600

Dementia Australia acknowledges funding from the Australian, state and territory
governments. We also recognise the generous financial support of individuals and
organisations.

The National Dementia Helpline is funded by the Australian Government.

© Dementia Australia 2020, 22002, January 2022




