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Live life larger

Arcare Home Care will do everything possible 

for you to live your best life at home and in 

your community. 

Our research has shown us that the well-being 

of our clients / participants is directly linked to 

the quality of the relationships they have with 

the team members who support them.

After our initial consultation, where we visit to 

discuss your wishes and get to know you a 

little better, we’ll match you to a couple of 

support team members with similar values, 

backgrounds and personalities.

Once you’ve found your perfect match, we like 

to keep it that way. Doing this creates strong 

bonds and means you and your family have a 

familiar face they can turn to for support. We call 

this our Relationship-First Approach. 

You choose how often we visit 

you and decide how we can 

support you, be that to assist 

with personal and domestic 

tasks, from hygiene to gardening 

and housekeeping as well as driving you to 

appointments or connect with friends and family. 
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To ensure life is social and interesting, we can 

take you to an Arcare residence to enjoy a chat 

and a cuppa in our café or participate in a variety 

of lifestyle activities. 

We provide in-home services as directed by you. 

You can pay for these services with your 

government-funded Home Care Package, 

privately or through your NDIS funding. We will 

discuss these options with you to work out 

what works best for you and your family. 

Furthermore, our services are 100% transparent, 

meaning there are no hidden administration 

fees so you always know how your funds are 

being used.
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Our values

We recognise the emotional, physical and 

financial investment associated with receiving 

in-home support.

We are committed to nurturing an 

environment where people feel emotionally  

and physically secure and supported. 

We recognise and honour the depth of 

experience and meaning in the lives of all 

community members, and commit to being 

perceptive and supportive of their 

sensitivities, hopes and desires. 

Our values have been collectively developed by 

and for our diverse community in recognition  

of our interdependence.

Relationships

We believe that fostering open and respectful 

relationships is the most important thing that 

we do.

‘Positive and respectful relationships develop 

when we connect on an emotional level, and 

these connections develop through our everyday 

interactions and sharing with each other.’

Uniqueness

Through sharing our stories and ourselves  

we are able to recognise and celebrate the 

uniqueness of every person.

‘Getting to know the uniqueness and strengths 

of each community member enables us to 

support who they were, who they are, and 

who they hope to be.’

Partnerships

We commit to listening to each other,  

sharing information, and respecting one 

another’s choices. 

‘Partnerships that empower people are based 

on understanding and respecting what really 

matters to each other, and we believe that 

vibrant communities develop when all voices  

in the partnership are heard and valued.’

Flexibility

We commit to nurturing people, new ideas 

and personal growth by remaining flexible 

and open to possibilities. 

‘We believe that people thrive and continue  

to grow when they have the freedom to be 

themselves, and that maintaining a spirit  

of flexibility and spontaneity enables us to 

embrace the special moments and endless 

possibilities that real life brings.’

These are living values statements that will  

be reviewed and developed as our learning 

community continues to grow.

The six ‘Senses’*

We believe that 5-star support is shaped by 

the quality of the relationships and interactions 

between clients / participants, Arcare team 

members and families. 

That’s why we are committed to supporting 

and valuing the well-being and contribution  

of all those involved in these relationships.

Arcare
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Our desire is to partner with you so you can 

continue enjoying your home, lifestyle and 

community for as long as you like.

We do this by supporting you to meet your 

goals with a wide variety of home-based  

and community services tailored to meet your 

specific needs.

More than that, we truly like to think of 

ourselves as partners who will ensure that  

you enjoy your life and live it to the fullest. 

You are always welcome to visit one of our 

aged care communities where you can 

participate in social events and possibly  

make some new friends. 

Here are just a few of the things we can 

assist with when we visit: 

Start living your  

life larger

 

Personal hygiene/

grooming

Housekeeping

Medication prompting

Participate in your 

community

24 hour support 

available

Pursue your interests 

and hobbies

Meal preparation

Social support

In-home respite

Transport to your 

desired appointment/

activity
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Why choose Arcare Home Care?

Our home care team can provide privately 

funded in-home services, government funded 

Home Care Packages and NDIS-funded 

support across Metropolitan Melbourne, the 

Sunshine Coast, Brisbane and the Gold Coast. 

We employ team members from over 20 diverse 

cultures. For clients / participants who are born 

overseas, having a personal support worker 

who understands their language and culture 

provides an added sense of security, continuity 

and connection with their local communities.

We also operate social group activities for  

clients / participants that are developed in 

consultation with them to encourage 

participation and an active lifestyle. 

Furthermore, every client / participant will 

receive the following complimentary services: 

• Comprehensive initial assessment to 

determine your support needs

• Expert advice available to help navigate   

My Aged Care/NDIS system.

• Reassessment of services annually, as a 

minimum and/or as needed

• 24/7 phone support available for scheduling 

changes outside business hours

Funding our support 

You can pay for our services in one of  

three ways:

• Privately; or

• From your government-funded level 1-4 

Home Care Packages; or

• From your NDIS funding

No matter what services you have and how 

you decide to pay, you can count on:

• Our billing being 100% transparent;

• No hidden administration fees; and

• No basic daily care fees
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Government-funded Home 

Care Packages

The government provides 

financial assistance to help 

those living at home remain in 

the community. This is done in 

the form of a ‘package’.

You can follow these steps to 

get things moving:

Step 1

Call My Aged Care on  

1800 200 422 or visit  

www.myagedcare.gov.au  

to organise an in-home 

assessment. When you speak 

to them, let them know you’re 

interested in receiving in-home 

services through Arcare.

Step 2

Call us and meet with one of 

our local Care Consultants to 

prepare your support plan and 

discuss your budget.

Step 3

We’ll discuss your support 

plan with you, and make 

changes as per your 

feedback.

Step 4

Once your support plan is 

finalised, services can 

commence.

Privately funded services

We also provide privately 

funded in-home services and 

support in the comfort and 

familiar surroundings of home.

You can follow these steps to 

get things moving:

Step 1

Call us and meet with one of 

our local team members to 

prepare your support plan 

and discuss your budget.

Step 2

We’ll discuss your support 

plan with you, and make 

changes as per your 

feedback. 

Step 3

Once your support plan is 

finalised, services can 

commence.

NDIS/TAC* funded services

We can help you with fulfilling 

your NDIS/TAC funded 

support plan so that you will 

be empowered to live your 

best life at home and in your 

community.

You can follow these steps to 

get things moving:

Step 1

Call us and meet with one of 

our local team members to 

discuss how we can fulfil your 

NDIS support plan.

Step 2

We’ll discuss your support plan 

with you, and make changes 

as per your feedback. 

Step 3

Once your support plan is 

finalised, services can 

commence. 

*TAC is only available in 

Victoria.

NDIS - National Disability 

Insurance Scheme

TAC - Transport Accident 

Commission
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Our team members 

Like you, all of our support team members  

are unique. They enjoy different hobbies,  

most have experience working in different 

communities and cultures, and many speak 

multiple languages.

Our hope is that you will share a long and 

meaningful relationship with the personal 

support worker you are matched with. 

That’s why we built our Relationship-First 

Approach, which has been praised and 

celebrated by leading aged care experts. 

Doing this allows meaningful relationships  

to develop with consistent team members.  

You will see a familiar face whenever we visit. 

You can be assured that all of our home care 

personal support workers, who are from over 20 

cultures, are fully qualified in aged or disability 

care, manual handling and level 2 first aid, with 

reference and police checks.
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Our team members are equipped with the 

latest technology apps, allowing them to 

accept shifts and view rosters in real time. 

This ensures consistency and minimal 

downtime across our team member 

distribution 24/7.

We can provide you with a history of your  

in-home visits from our personal support worker 

outlining shift and tasks for your reference.

When a personal support worker arrives, you 

can expect that they’ll:

• Arrive on time, be in uniform and have 

appropriate identification;

• Introduce themselves and provide a 

summary of their services for the shift;

• Log into their shift on their mobile app, and 

log out once their shift is completed; and

• Be flexible if you require different services  

on that particular day.
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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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General information

Accounts

Home Care Package clients will receive a monthly 

financial statement showing income, expenses 

(fees/costs) and all the services received. 

If you have any questions when you receive 

your statement, please contact your Arcare 

representative.

For other account questions, please feel  

free to ring our accounts department on  

(03) 9559 9188 Monday – Friday (9am to 5pm) 

and they will be happy to assist you.

Advocacy and representation

You have the right to participate in decisions 

about the services you receive. If you find it 

difficult to speak for yourself, you may at any 

time choose to have another person (referred 

to as an ‘advocate’ or ‘representative’) support 

you and / or speak on your behalf to protect 

and promote your rights and interests. 

An advocate can be someone you already 

know, or you can contact the National Aged 

Care Advocacy Program (NACAP) on  

1800 700 600 (funded by the Australian 

Government) for an independent advocate.

The NACAP provides free, independent and 

confidential advocacy and support for you. 

After-hours support

We understand that occasionally things do not 

go as planned and changes have to be made 

to your services outside of business hours.  

For example, your personal support worker 

has not arrived, or you need to cancel your 

service at short notice. 

If you have any urgent concerns and need a 

response before the next business day, you 

have access to our after-hours service by 

calling 1300 726 291. 

Our after-hours service is only used if the matter 

cannot wait until the next business day.

For any medical emergency you need to call 000. 

Behaviours, rights and responsibilities

Our team members have the right to work in a 

safe environment. Therefore, we do not tolerate 

any of the following behaviours:

• Physical or verbal abuse towards any  

team members

• Threats, either verbal or physical, in nature

• Demanding instructions or directions to  

team members

• Use of profanities irrespective of  

the circumstances.

If any of the above behaviours occur, we reserve 

the right to take the following action:

• Remove personal support workers 

immediately from their shift

• Postpone/cancel the delivery of support and 

services

Sexual harassment

Any sexual advances, behaviours or actions that 

are interpreted as offensive are unacceptable 

during the provision of a service. Both you and 

our team members have the right to receive  

or undertake services without the threat of  

sexual harassment.

If you believe that you are being threatened in  

a way that could be regarded as harassment, 

please notify Arcare immediately on  

1300 726 291. Likewise, all team members  

are obliged to report any incident of sexual 

harassment to their manager.

Any complaint will be dealt with in a prompt, 

sensitive and impartial manner.
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Continuity with Arcare

When support at home is no longer required, 

we can provide access to one of our 5-star 

residential communities for respite or 

permanent accommodation. We have 

communities throughout Victoria, Queensland 

and New South Wales.

Feedback and complaints

All clients / participants, their relatives and other 

representatives have the right to express any 

feedback or complaints and are encouraged to 

do so. Feedback and complaints are 

fundamental to help us improve our services 

that we provide.

All feedback and complaints will be treated 

confidential and remain anonymous, unless 

you agree to disclose your identity, and will be 

inquired into promptly without fear of 

retribution.

Let us know

1.  The first step is to speak to your Arcare 

Team Leader or Arcare Care Consultant to 

discuss and express your feedback and / or 

complaints. You can also write a letter or 

complete a Feedback Form, which we can 

post to you.

2.  If you’re dissatisfied with the outcome of 

the first step or you’d prefer not to speak to 

your Arcare Team Leader or Arcare Care 

Consultant, you have the option to escalate 

your feedback and / or complaint to the 

State Home Care Manager. 

Telephone: 1300 726 291 

Email: HCFeedback@arcare.com.au 

Mail: 1287 Dandenong Road, 

 Malvern East VIC 3145

3.  There’s also the option to speak to the 

Arcare whistle blower & support hotline. 

This is our internal support hotline and is 

open to all members of the Arcare 

Community. All feedback is treated 

confidential and anonymous, unless you 

agree to disclose your identity. 

Telephone: 1300 365 379 

Email: whistleblower@arcare.com.au 

Throughout each of these steps, we’ll 

endeavour to support, discuss and resolve 

your feedback / complaint to your satisfaction. 

Serious complaints involving illegal activities 

and / or unprofessional behaviour will be 

referred to the appropriate agencies for 

investigation and / or to professional bodies.

Where appropriate, complaints may be referred 

to and investigated by our Chief Executive 

Officer, with these complaints to be submitted 

in writing.

Next steps (outside support)

There’s also the option to speak to outside 

support services and organisations that are 

advocates in regards to feedback and 

complaints if you don’t believe we’ve addressed 

your feedback or complaint to your satisfaction. 

Some of these organisations include the Aged 

Care Complaints Commissioner, NDIS 

Commission and Older Persons Advocacy 

Network (OPAN). A complete list of outside 

support is available on page 24.
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Financial transactions and legal documents

To ensure all personal support workers are 

protected from allegations of improper conduct, 

they are not permitted to be personally involved in 

your financial affairs. This includes tasks such as 

writing a cheque, giving your PIN number and 

withdrawing money from an ATM or any  

other source.

On the rare occasion when your personal 

support worker is required to handle your 

money, you will be asked to sign documentation 

during the visit to ensure your money has been 

handled as per your request and you have 

received a receipt. 

Under no circumstances are personal support 

workers permitted to place bets or gamble on 

your behalf, or witness wills or sign other legal 

documentation for you. Should you require 

assistance with any of the above tasks, please 

speak to us on 1300 726 291.

Gifts

Arcare has a strict policy that team members 

are not to accept gifts of money, jewellery or 

items of value from clients / participants; 

however, small gifts of nominal value like 

chocolates and flowers are acceptable. 

We proudly operate the Arcare Family 

Foundation, a not-for-profit fund, created  

to give donations to the health and ageing 

industry. This foundation can accept donations 

and / or bequests from you or your family. 

All donations and bequests received by Arcare 

are formally acknowledged by the National 

Home Care Manager.

Interpreter services

If English is not your first language, we can assist 

you in accessing an interpreter service when 

required. If you need an interpreter service, 

please contact Translating and Interpreting 

Service (TIS) National on 13 14 50.

Privacy statement

We are committed to protecting both the 

privacy of clients / participants and team 

members and the confidentiality of information 

relating to them. We have ensured that our 

processes and systems adhere to the Privacy 

Act (Cth) 1988 (the Act) and the Australian 

Privacy Principles (the APPs). 

Individuals who wish to view our privacy policy 

can do so by visiting our website, or 

contacting our Privacy Officer at:

Email: privacy@arcare.com.au 

Telephone: (03) 9559 9600 

Mail: PO Box 2468 Moorabbin VIC 3189

We also adhere to State-based Health Records 

legislation. Please be aware that, as a result of 

that legislation and in accordance with our 

policy, requests for the disclosure of personal 

information concerning you by third parties 

(including any children), will not be met unless 

you and / or your attorney/s have consented 

to such disclosure.

Auditors engaged by the Department of Health 

will at times request access to your information 

to ensure our service meets agreed standards. 

Auditors also have to adhere to Privacy and 

Confidentiality requirements. 

The Commonwealth Government requires 

Arcare to provide basic information about who 

is receiving a Home Care Package, what 

amount of support they are receiving and any 

leave taken.

Voluntary Assisted Dying Act (Victoria only)

Arcare Home Care respects the choice of all 

home care clients / participants in how they 

wish to live and how they wish to die. For more 

information in regards to this act, please speak 

to your general practitioner.
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Your home is the workplace of the team 

members and therefore you and Arcare have  

a mutual responsibility to keep the environment 

as safe as possible. This is done to protect both 

you and team members from risk of illness, 

accident or injury.

Occupational Health and Safety Legislation 

requires that your home be regularly assessed 

for risks and potential hazards.

Your Arcare representative will conduct a 

thorough Environmental Hazard Identification 

Assessment and prior to the commencement of 

services and annually. If unacceptable risks are 

identified such as broken steps, trip hazards or 

equipment in disrepair, we will work with you 

to create a safe workplace.

Electrical safety

It is mandatory for all homes built from 1991 

to have a fixed safety switch or residual 

current device (RCD). Arcare respectfully 

requests that if your home does not have one 

of these items that installation by a registered 

electrician is arranged. 

Should a risk present itself after your services 

have commenced e.g. your vacuum cleaner 

cord becomes frayed, it is your responsibility  

to rectify the situation. The personal support 

worker using the equipment is also required to 

report any safety concerns to us on 1300 726 

291 and not use the equipment until the matter 

is resolved. 

Extreme weather conditions

If circumstances of extreme heat, bushfires or 

flooding Arcare will:

• Monitor clients / participants for signs of 

heat distress

• Consider modifying programs, venues, 

outings, etc

• Consider changing doctors and / or allied 

health appointments for an earlier time in 

the day

• Consider modifying or cancelling services in 

high risk areas on those days 

Clients / participants are reminded to drink plenty 

of fluids and remain cool during extreme heat.

Infectious diseases

Should you or a member of your household be 

affected by influenza, chicken pox, shingles or 

any other infectious diseases, please contact 

us immediately on 1300 726 291 to ensure  

no team members are exposed to this illness. 

Occupational Health and Safety / 

Workplace Health and Safety
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Your services may need to be modified during 

your time of illness or, at a minimum, additional 

personal protective practices (e.g. gloves, 

aprons, etc) need to be worn by personal 

support workers to ensure minimal exposure 

occurs. 

This practice is not only important to protect 

team members, but also to ensure transmission 

to other clients / participants does not occur.

You will be advised if your personal support 

worker is diagnosed with an illness or infectious 

disease. In this instance, we will replace your 

personal support worker until they are well 

enough to resume services.

Manual handling

We will assess clients / participants who may 

require manual handling assistance. This will 

be documented on the client’s / participant’s 

support plan / task list.

Personal support workers will only complete 

tasks as directed in the support plan / task list 

using the equipment provided. Clients / 

participants are responsible for regularly 

servicing and maintaining their own manual 

handling equipment (e.g. electric hoists to 

ensure they are safe to use as recommended 

by WorkSafe). Clients / participants are required 

to provide evidence of equipment being 

serviced or maintained annually. 

Equipment which has not been serviced to 

the manufacturer’s recommendations will not 

be used. 

Client / participant slings must not be more than 

2 years old.

As part of the support provided, team members 

are unable to lift clients / participants or anyone 

else from the floor without an electric hoist.

Pets

In order to avoid trips or falls, we request that 

pets are restrained when our team members 

arrive or depart your home. Depending on your 

pet, you may also need to confine them while 

the personal support worker undertakes tasks 

to avoid injury to themselves or your pet. 

Property damage

Our personal support workers take great care 

to avoid damaging your home and belongings 

when providing services. 

Should an item be accidentally broken or 

damaged during a service, this can usually be 

claimed on your home insurance. Please 

contact us on 1300 726 291 to report any 

damage to your home or belongings.

Safe cleaning products/equipment

Personal support workers often undertake 

several shifts of domestic assistance each day. 

To ensure that they are not unnecessarily 

exposed to harmful fumes and chemicals, we 

do not permit the use of toxic cleaning 

products. 

This includes products containing ammonia, 

chlorine/bleach, sodium hydroxide or 

methylated spirits.

All cleaning products that personal support 

workers use must be in their original containers 

and they are unable to mix products together. We 

also ask that you have appropriate cleaning 

equipment available that minimises the risk of 

injury to your personal support worker. 

Smoke detectors

Ensuring that your smoke detectors are in 

good working order and are tested is critical  

to your safety. We recommend using a 

professional organisation to test and monitor 

your smoke alarms.

Smoking

In the interest of the health and safety of our 

team members, we ask that you and others 

within the household refrain from smoking 

while team members are in your home. 

Likewise, team members are not permitted  

to smoke in your home or on your premises.
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Frequently asked  

questions & information

What do I do if I need to cancel or change 

my planned service?

Please advise the scheduling team  

on 1300 726 291

What do I do if my personal support worker 

does not arrive?

If your personal support worker does not arrive 

when scheduled, please call the scheduling 

team on 1300 726 291 to let them know. The 

scheduling team will reschedule a service for 

you if you wish and investigate why the shift 

didn’t occur and notify you of the reason. 

What do I do if I know I will not be home  

for my service?

Please advise the scheduling team  

on 1300 726 291 in advance so that they can 

request a cancellation of your service. If you 

would like your service rescheduled to another 

time, they can also arrange this for you.

What happens on public holidays?

Your personal support services are not impacted 

by public holidays. Personal support workers 

will be available for these services; however, 

service times may be impacted due to personal 

support worker availability on the day. You will 

be notified and consulted on any changes.

After-hours support

We understand that occasionally things do not 

go as planned and changes have to be made 

to your services outside of business hours. For 

example, your personal support worker has not 

arrived, or you need to cancel your service at 

short notice.

If you have any urgent concerns and need a 

response before the next business day, you 

have access to our after-hours service by 

calling 1300 726 291. Our after-hours service  

is only used if the matter cannot wait until the 

next business day.

For any medical emergency you need to call 000. 
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Outside support 

Aged Care Quality and Safety Commission 

(ACQSC) 

To lodge a complaint to the Commission, 

follow the prompts below: 

Phone: 1800 951 822

Interpreter:  Translating and Interpreting 

Service (TIS) - 131 450

Translated information for people receiving 

aged care poster provides information in 

multiple languages on how to contact them 

using an interpreter.

If you are hearing or speech impaired contact 

ACQSC through the National Relay Service:

• TTY users: phone 1800 555 677 then ask 

for our number 1800 951 822

• Speak and Listen users:  

phone 1800 555 727 then ask for ACQSC 

number 1800 951 822

• Internet relay users: connect to the National 

Relay Service and enter 1800 951 822

Website: agedcarequality.gov.au 

Address:  Aged Care Quality and Safety  

  Commission GPO Box 9819,  

  In Your Capital City

Older Persons Advocacy Network (OPAN)  

assist older people, including their families and 

representatives:

•  Who are receiving Commonwealth-funded 

aged care services; or

•  Who are seeking to receive Commonwealth-

funded aged care services

Phone: 1800 700 600 (free call except 

from mobiles Mon to Fri between 8am to 8pm) 

Interpreter: 131 450 (call this number first)  

Website: opan.com.au (for online enquiry)

My Aged Care 

Phone: 1800 200 422  Fax:1800 728 174 

Website: myagedcare.gov.au

Carers Australia 

To assist you with free counselling sessions and 

advice on support groups and other resources.

Carer Advisory Line 

Phone: 1800 242 636 (free call except 

from mobiles Mon to Fri between 8:30am to 5pm)

Interpreter: 131 450 (call this number first) 

Website: carersaustralia.com.au 

Vic office: (03) 9396 9500  

Website: carersvictoria.org.au

Call the national 1800 ELDERHelp  

(1800 353 374) line (freecall) to talk to someone 

about potential or actual elder abuse.
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Dementia Australia 

To talk to someone about dementia who can 

suggest support groups and education sessions.

National Dementia Helpline Phone: 

1800 100 500 (free call except from mobiles any 

time) Interpreter:131 450 (call this number first) 

Email:  helpline.nat@alzheimers.org.au  

Website: dementia.org.au 

National Relay Service: 1300 555 727

External support for NDIS 

Complaints about NDIS Planning and Reviews:  

Phone: 1800 800 110

Make a complaint to the NDIS Commission by

• Calling: 1800 035 544 (free call  

from landlines)

• Complaint contact form  

www.ndiscommission.gov.au 

• National Relay Service  

www.relayservice.gov.au then 1800 035 544 

• Calling Translating and  

Interpreting Service 131 450



All information correct at time of printing. September 2019.

Home Care • Disability Support • Aged Care

Call 1300 726 291 or visit arcare.com.au


