
 

COVID-19 Frequently Asked Questions 

Here are answers to some frequently asked questions around our approach to preventing 

COVID-19 from entering our residences and harming clients and team members. If you have 

a question that we haven’t addressed here, then please contact your residence manager. We 

will be updating these regularly and sending out to all community members. 

Once again, we’d like to apologise for the speed with which we placed our residences into 

preventative lockdown and any hardship that this may have caused you or continues to 

cause you. In emergencies like this where the situation is changing so rapidly, we need to 

respond in a similar manner. With the stakes so high - the well-being of clients and team 

members - we felt there was no room for half measures. We had to act and act fast. 

 

QN: I haven’t heard from Arcare as frequently as I would have liked? 

We have been in unchartered waters these past couple of weeks and as such, our time and 

resources have needed to be focussed on clients first and foremost.  

We recognise that there is a lot of concern about COVID-19 within the Arcare and broader 

communities and have now put in place processes that will allow us to communicate more 

regularly through more avenues. We will be posting regular updates and will contact you 

immediately when situations change. 

We will communicate through:  

1. Emails - these will be our main form of communication. 

2. SMS - will be used for urgent notices. 

3. The website www.arcare.com.au - has all our updates posted. 

4. The Arcare app - can be used to see what’s happening at your local residence and if 

your friend / family member has a mobile device you can send them SMS, calls, 

pictures and videos through this, too (we can get you set up with this).  

Register as ‘I am a guest’ → select your residence → accept notifications. 

Other communication channels that enable 1:1 video correspondence between you and 

your family / friend are being worked on. 

QN: Why did you go into lockdown when there are no cases of COVID-19 in your 

residences? Why did you go into lockdown over and above the government’s advice? 

Having considered the Government’s advice concerning access, we have taken a stronger 
and more conservative position on this question. That decision was based on our strongly 
held belief that this is the most appropriate course of action to take to safeguard the 
wellbeing of vulnerable clients, team members and our broader communities. 
We do believe that our response to this pandemic is proportionate and has been in 

everyone’s best interests.  We know this is going to be hard on our communities and we will 

continue to work tirelessly to keep the lines of communication and connection with you 

open. 

http://www.arcare.com.au/


 

 

QN: I read in the paper that your residence in Point Lonsdale has a confirmed case of 

COVID-19? 

That report is entirely inaccurate and was a case of irresponsible journalism. The offending 

newspaper sent us an email apology, retracted it from both online stories and printed a 

correction in the paper the following day. 

There are currently no confirmed cased of COVID-19 in any of our communities and if there 

are at some point in the future, we will enforce our proven outbreak procedures. 

 

QN: When will it end? 

The preventative lockdown commenced at 9pm on Tuesday 17th March and will be for a 

minimum of 15 days, until the 1st April. Given the uncertainties surrounding this virus we 

cannot say for certain whether the lockdown will extend beyond 1st April and, if so, for how 

long.  It will of course depend upon the rate of the continued spread of the virus in 

Australia.   

We hope, like you do, that the need for this preventative lockdown will conclude in the very 

near future. Please see page 1 of this document for the ways that we will be in contact with 

you. 

 

QN: What does preventative lockdown look like? 

This preventative lockdown will stop the number of casual visitors and contractors from 

entering our residences. This is important as direct human contact is the main way that the 

COVID-19 virus spreads. We’d like to reassure you that clients are still able to move around 

in the residence - they are not isolated in their suites - there are still activities going on and 

their day-to-day life remains as normal as it can be in these circumstances. 

Here’s what it looks like: 

• There are to be no visitors unless under exceptional circumstances. Please consult 

your resident manager if you believe this applies to you. 

• Lifestyle activities will continue but we have started talking to clients about social 

distancing so they will continue with smaller groups in larger areas. 

• Clients returning from hospitals or from anywhere outside the residence will be self-

isolating in their suites for 14 days. 

• Medical practitioners and allied health will visit in line with clients’ needs. 

• Client isolation in suites is not mandatory but will be accommodated if requested by 

the client. 

 



 

QN: I used to visit every day, what can I do now? Can I continue visiting the residence? 

Unfortunately, as the COVID-19 virus spreads from close human contact all casual visiting 
has been cancelled. We know this is going to be very hard on both you and the person you 
normally visit, but ultimately, we need to do everything we can to safeguard the health of 
vulnerable clients during these volatile and uncertain times. 
 
If you believe that your circumstances are exceptional and you must visit, please contact 

your residence manager to discuss. 

 

QN: How can I contact someone inside the residence? 

There are various options available to you including:  

1. Some clients have phones in their suites, so you can call them on those.  

2. You can call reception and we can pass messages on. 

3. If you have a mobile phone you’d like to pass on to the client then we can 

accommodate this (see below). 

4. If you both have the Arcare app on a mobile device you can continue to send texts, 

pictures and videos to one another.  

If you would like to use this service, you will need our help to do so: 

email - marketing@arcare.com.au (please tell us in the email which state you live in). 

phone – 

VIC 

Nathan Torrens - (03) 9559 9132, Monday to Friday 9am – 5pm 

QLD 

Jamie Loh - 0436 610 359, Monday to Friday 9am – 5pm 

NSW  

Jamie Loh - 0436 610 359, Monday to Friday 10am – 6pm 

We are working on other ways for you to stay in touch and will advise once these are 

available. We hope these will be live very soon. 

 

QN: How do I get items to a family member / friend inside the residence? 

If you have any item/s you’d like to give to someone inside a residence, aside from food, we 

should be able to accommodate this during business hours. 

Please call the residence in advance and speak with the residence manager. They will try 

and organise a way to accept the goods on your behalf and pass them onto the client.  

We’d ask that you ensure the goods are appropriately sealed and adequately cleaned. 

We are accepting mail during this time. 

mailto:marketing@arcare.com.au


 

 

QN: How will I know what’s going on with my family member / friend? 

If there are any changes to a client’s health condition, then their primary contact / enduring 

power of attorney will be notified immediately as per normal procedures. 

If you want to see what general activities are going on in the residence you can download 

the Arcare app.  

Register as ‘I am a guest’ → select your residence → accept notifications. We can support 

you to download this, too. 

 

QN: Why are team members allowed to enter residences, but I can’t? 

As the primary supports to clients, our team members must continue working. Each and 

every Arcare team member is aware of their obligations and responsibilities in helping 

prevent COVID-19 from entering our residences. They are being screened daily to see if 

there has been any possible contact with COVID-19 between then and their last shift. 

All Arcare team members have training in advanced hygiene and most of them have had 

first-hand experience in dealing with outbreaks and implementing infection control 

measures. 

Team members are also under supervision from clinicians who guide them. They also have 

access to personal protective equipment should this be required. 

 

 


