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Funded by the Australian Government Department of Health 

Although funding for this home support program has been       
provided by the Australian Government, the material contained 

herein does not necessarily represent the views or policies of the 
Australian Government. 
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City of Burnside Home Support Program Vision 

“In the City of Burnside older people are valued and  
fully engaged in the community. They have opportunity 
to age-in-place in a safe, attractive and accessible city 
and find ageing a positive experience because they are 
empowered through the optimisation of health, activity 
and independence.”  

City of Burnside Home Support Program Mission 

“The Home Support Program’s mission is to develop and deliver   
innovative programs in response to community need. 

We will accomplish this by…. 

 Engaging and responding to community needs and wants, 

 Engendering team spirit and supporting our volunteers, 

 Keeping abreast of government and sector developments, 
and 

 Providing quality programs and services that support the    
wellness and lifestyle choices of our Community.” 
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Contact list for other Council Areas 

 Adelaide City Council 8203 7203 

 

City of Campbelltown 8366 9222 

 

City of Norwood  

Payneham and St Peters 
8366 4555 

  

 
City of Prospect 8269 5355 

  

 
City of Unley 8372 5111 

  

 
Town of Walkerville 8342 7100 
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Useful City of Burnside Contacts 

Building/ Planning Assessment 8366 4244 

Burnside Art and Craft Hubbe Court 8366 3225 

Burnside Library 8366 4280 

Burnside Swimming Centre 8366 4290 

Community Centre 8366 4230 

Community Bus Service 8366 4231 

Dog Control 8366 4239 

European Wasps 1800 150 080 

Family Resources & Toy Library 8338 4131 

Graffiti Hotline 8366 4141 

Health 8132 3600 

Home Library Service 8366 4280 

Household waste and recycling 8366 4266 

New footpaths 8366 4253 

Parking Control 8366 4239 

Pepper Street Arts Centre 8364 6154 

Rates 8366 4207 

Road and Footpath Repairs 8366 4260 

Street Lighting 1800 676 043 

Trees 8366 4265 

Volunteering 8366 4284 

  

Burnside Civic Centre 

401 Greenhill Road 

Tusmore SA 5065 

Email: burnside@burnside.sa.gov.au 

Web: www.burnside.sa.gov.au 
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The City of Burnside is committed to supporting residents to remain independent, 

healthy and valued members of the local community.  

Through its Home Support Program, Council supports the independence of older   

people and younger people with disabilities – and their carers – by providing timely 

and appropriate services that assist people to live independently, promote social   

inclusion and avoid premature or inappropriate admission to long-term residential 

care.  

The Home Support Program receives funding through the Commonwealth Home   

Support Programme (CHSP) and, for younger people with disabilities, through the 

State Home and Community Care (HACC) Program. 

Services include:  

 Home Assist – Home Help, Home Maintenance, Home Modifications and   

Social Activities, 

 3Rs (Respite, Recreation and Revitalisation) Program,  

 Men’s Social Inclusion Programs, and 

 Community Transport Program  

This booklet has been prepared to ensure you understand your rights and                

responsibilities – and the support available to you.  

We encourage you to read through the booklet and ask for explanation about any 

aspect that remains unclear to you. Your Program Facilitator will be happy to      

answer any questions or provide any additional information.  

We also encourage you to share this booklet with friends or family who contribute to 

your care. They are recognised in the Home Support Program as central to your 

health and wellbeing and it is therefore important they understand how the program 

works for you – and how it can provide support for them.  

You’ll also find useful contact details throughout the booklet for Home Support      

Program staff, other services offered by City of Burnside and other organisations in 

the community that may provide assistance to you on specific topics. 

Welcome 

mailto:burnside@burnside.sa.gov.au
http://www.burnside.sa.gov.au
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Department Chart 

Office Hours Monday to Friday 8:30am – 5:00pm 

file:///C:/Users/ssteer/AppData/Local/Microsoft/Windows/Temporary%20Internet%20Files/Content.Outlook/K6U2ZXD8/HSP%20Client%20Information%20Booklet%202016-17%20with%20old%20photos.docx#_Toc458523340#_Toc458523340
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Home Support Program Contacts 

Office Hours Monday to Friday 8:30am – 5:00pm 

Manager  

Community Connections 
8366 4143 

Team Leader  

Community Support and Wellbeing 
8366 4176 

Facilitator – In Home Support 
8366 4227  

homeassist@burnside.sa.gov.au 

Facilitator – Group Social Support 

8366 4144 

3Rs@burnside.sa.gov.au 

mensshed@burnside.sa.gov.au 

Community Care Administration 8366 4142 

Social Activities Administration 8366 4166 

Home Maintenance Administration 8366 4221 

Group Social Support Administration 8366 4221 
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Relevant legislation, policies and regulations 

City of Burnside’s Home Support Program is governed by Commonwealth and State 

Legislation, regulations specific to the CHSP and HACC Programs and also by    

Council’s own policies, management protocols and procedures. 

 The Disability Services Act 1993 provides for the funding and provision of  

appropriate disability services in South Australia. 

 The Carer Recognition Act 2010 specifically recognises carers and the      

valuable contribution they make to society. 

 The Privacy Act 1988, most recently amended in 2016, regulates the         

collection, storage, use and disclosure of information about individuals; the 

State Records Act 1997 regulates the preservation and management of     

official records; while the Freedom of Information Act 1991 regulates public 

access to official records – and the correction of any errors.  

 Other legislation ensures there is no discrimination against clients, or         

prospective clients, or their carers, due to age, sex, chosen gender or        

sexuality, cultural background, religion or disability.  

 The Commonwealth’s Home Care Standards guide effective management of 

service delivery, including appropriate access and client rights and             

responsibilities.   

 The Commonwealth Home Support Programme (CHSP) Manual outlines the 

requirements for the delivery and management of CHSP services. 

 The City of Burnside’s Aged Care Policy acknowledges the wealth of 

knowledge, experience and skills that older people contribute to the broader 

community and supports the desire of older people to age in place.  

 Other City of Burnside Policies regulate Work, Health and Safety; Risk      

Management; Complaint Handling; and Codes of Conduct for Employees and 

Volunteers.  

 In addition, City of Burnside has developed 18 Management Protocol and   

Procedures documents to specifically guide the operation of its Home Support 

Program. They are listed later in this booklet.  

 These laws, policies, regulations, standards and documented procedures all 

work to protect you and ensure the Home Support Program delivers a high 

quality service to meet your needs. 

mailto:3Rs@burnside.sa.gov.au
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Access to Services 

Access to City of Burnside’s Home Support Program is available to older  
people (65 years and over or 50 years and over for Aboriginal and Torres 
Strait Islander people), and younger people with disabilities, who need       
assistance with daily living to remain independently at home and in the    
community – and their carers. 

Previously, City of Burnside was responsible for assessing new clients for 
eligibility and support needs; developing and implementing individual support 
plans; and prioritising access to services. However, as part of the Australian 
Government’s Aged Care reforms, this has now changed.  

Referrals to the State HACC component of the Home Support Program 
(younger people with disabilities) can still be accepted from prospective     
clients and/or carers or another service provider (with appropriate              
permissions). 

However, new access to the Home Support Program for older people can 
now only come through the one central starting point across Australia – My 
Aged Care.  

Older clients who were receiving services from City of Burnside prior to 1 July 
2015 can continue to receive those services. However, if their needs or     
circumstances change enough that they need new or expanded services or 
supports, they also must register for assessment through My Aged Care.  

City of Burnside still conducts an individual evaluation when new clients are 
referred through My Aged Care. This helps to translate your goals into    
smaller steps and ensure services provided through the Home Support     
Program meet your needs. 

The evaluation process also develops planning for monitoring and review and 
ensures you understand your rights and responsibilities.  

No prospective client is excluded from access to the Home Support Program 
on the basis of their ability to pay, gender, ethnicity, language, marital status, 
religion, sexual preference or type of disability.  
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My Aged Care 

If you need to re-contact My Aged Care and have misplaced contact details: 

Telephone: 1800 200 422, 

Website: www.myagedcare.gov.au 

The telephone is attended between 8am and 8pm on weekdays and        
between 10am and 2pm on Saturdays. The My Aged Care telephone       
service does not operate on Sundays and public holidays.  

Our Home Support Program staff can help you to contact My Aged Care by 
telephone or online. 

As your preferred provider, we can work directly with you to ensure the    
support and services delivered through the City of Burnside Home Support 
Program is flexible and matches your needs.  

We can also help you to initiate conversations if you want to explore other 
aspects of My Aged Care. 

Existing Client 
New Services 

New Clients 

My Aged Care 

 
RAS 

 
ACAT 

CHSP Services Home Care 
Packages 

Residential Care 
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Public Trustee 
211 Victoria Square, Adelaide SA 5000   
Phone: (08) 8226 9200 
Email: pt.enquiries@sa.gov.au  
Website: www.publictrustee.sa.gov.au/ 

The Public Trustee office is regulated by legislation and no longer just focuses on Wills and 
Estate matters. The Public Trustee now has broadened services as a government business 
enterprise and can help with investment services, taxation, real estate, public education and 
Enduring Powers of Attorney.  

My important contacts 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Brain Injury SA  
70 Light Square, Adelaide SA 5000 
Phone: (08) 8217 7600 

Email: info@braininjurysa.org.au Website: www.binsa.org  
 

Brain Injury SA provides support, information and advocacy to people with an Acquired Brain 
Injury (ABI) in South Australia.  
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Priority of Access to Services 

City of Burnside’s Home Support Program is as flexible as possible to        
accommodate the needs of clients and prospective clients.  

For younger people with disabilities (who are accessing services through 
State HACC funding) there is a system in place to determine priority access 
when the demand for services is greater than availability. 

Priority of referral for older people accessing services under CHSP funding is 
determined by My Aged Care, through a Regional Assessment Service 
(RAS). The RAS uses a system built on standardised factors to ensure any 
given priority is fair and appropriate, according to individual circumstances. 

City of Burnside takes the My Aged Care priority rating into account, along 
with its own capacity to respond with existing resources, before accepting a 
new CHSP client. 

file:///C:/Users/Chris/Documents/Burnside/HACC%20Info%20Bklts/pt.enquiries@sa.gov.au
http://www.publictrustee.sa.gov.au/
http://www.binsa.org
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Supporting Access for Special Needs Groups 

City of Burnside’s Home Support Program acknowledges that accessing    

services and supports can be more challenging for some people.  

The concept of ‘special needs’ groups does not imply priority of access to   

services for one client over another. It recognises diversity in the ageing   

community and that, for some people, differences may present a barrier to 

accessing or using services. 

New CHSP clients with special needs are identified in the referral from My 

Aged Care, but this is also identified as part of the City of Burnside Home 

Support Program evaluation process.  

Staff determine whether specific supports (such as a translator or an          

interpreter) are required to facilitate the evaluation process.  

Nine ‘special needs’ groups are defined in the CHSP Manual and they include 

people from culturally and linguistically diverse backgrounds, Veterans, and 

people who are financially or socially disadvantaged. 

The Home Support Program considers the specific requirements of clients in 

special needs groups to ensure service delivery is socially and culturally    

appropriate and free from discrimination, while being flexible to meet their 

specific needs, so that all clients have equal and equitable access to         

services. 

If you feel you need additional help in accessing services, or to feel more 

comfortable accessing services, please ask to speak with your Program     

Facilitator.  
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Ethnic Link Services 
PO Box 3032, Port Adelaide SA 5015 
Phone: (08) 8241 0201 
Email: els@ucwpa.org.au 
Website: www.ucwpa.org.au/aged-care/ethnic-link-services 

Ethnic Link is not an interpreting service but its aim is to ensure equity of access to health and 
community services for people from culturally and linguistically diverse (CALD) backgrounds. 
To do this, Ethnic Link provides language assistance to advocate and link clients into        
services.  

COTA 
16 Hutt Street, Adelaide SA 5000 
Phone (08) 8232 0422   
Email: cotasa@cotasa.org.au 
Website: www.cotasa.org.au 

COTA SA is the peak body promoting the rights and interests of older South Australians and 
influences policy and programs. COTA has extensive membership at the individual and     
organisational level and is able to offer a number of programs to promote health and wellbeing 
and increase the participation of older people in the community.  

Catalyst Foundation 
149 Currie Street, Adelaide SA 5000 
GPO Box 1645, Adelaide SA 5001 
Phone: (08) 8168 8776 
Email: information@catalystfoundation.com.au  
Website: www.catalystfoundation.com.au  

The Catalyst Foundation (formerly the Seniors Information Service) is a volunteer support 
based organisation that helps people understand and navigate complex social support      
systems. It does this by building individual capacity through information and direct support.  

Disability SA 
21 Blacks Road, Gilles Plains 5086 
Website: www.dcsi.sa.gov.au  
For help with information about disability services in South Australia, contact the Disability 
Information Service: 
Phone: 1300 786 117 
Email: disabilityinfo@sa.gov.au  
Website: www.sa.gov.au/topics/community-support/disability 

The webpage above provides links to information on a number of topics relating to disability 
services, including support for carers. 

Alzheimer’s SA 
27 Conyngham Street, Glenside SA 5065  
Phone: (08) 8372 2100 
Email: sa.admin@alzheimers.org.au 
Website: www.alzheimers.org.au  
National Dementia Helpline: 1800 100 500  

Alzheimer's Australia SA provides policy, advocacy, information and support services for    
people living with dementia and families and carers of people with dementia. 

mailto:els@ucwpa.org.au
http://www.ucwpa.org.au/aged-care/ethnic-link-services
mailto:cotasa@cotasa.org.au
http://www.cotasa.org.au
mailto:information@catalystfoundation.com.au
http://www.dcsi.sa.gov.au
file:///C:/Users/Chris/Documents/Burnside/HACC%20Info%20Bklts/disabilityinfo@dcsi.sa.gov.au
http://www.sa.gov.au/topics/community-support/disability
http://www.alzheimers.org.au
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If you are receiving regular multiple services through the City of Burnside Home 

Support Program, the total amount you pay will be capped at an amount           

comparable with the income tested care fee for a CHSP Home Care Package,  

regardless of how many services you access. 

Some self-funded retirees may be eligible for a Commonwealth Seniors Health 

Card, which will reduce your contribution to services through the City of Burnside 

Home Support Program.  

For information, telephone Centrelink on 13 23 00, visit your nearest Centrelink 

Customer Service Centre or view information at www.humanservices.gov.au. 

If you are concerned about the payment of your contribution for Home Support 

Program services, please discuss this with your Program Facilitator.  

Other useful contacts 

NUNKUWARRIN YUNTI 
182-190 Wakefield Street, Adelaide 
PO Box 7202 Hutt Street, Adelaide SA 5000 
Phone: (08) 84061600 
Email: reception@nunku.org.au 
Website: www.nunku.org.au  

This organisation provides culturally appropriate health care and community support services 
to Aboriginal and Torres Strait Islander people. 

The Interpreting and Translating Centre (ITC) 
Level 4, 44 Pirie Street, Adelaide SA 5000 
GPO Box 292 Adelaide SA 5001 
Phone: 1800 280 203 (Press 1 for Interpreting or 2 for Translating) 
Email: itc@sa.gov.au  
Web: www.translate.sa.gov.au  

The ITC is a South Australian Government agency that provides confidential and professional 
interpreting and translating services.  

Carer Support and Respite Centre 
770 South Road Glandore or 10 Newton Road, Campbelltown 
Phone: (08) 8379 5777 
Website: www.carersupport.org.au  

Carer Support is funded by the Australian and South Australian Governments to support    
family carers to access respite services, allowing them to have a break from their caring role. 
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Charter of Clients’ Rights & Responsibilities for 
Home Care (the Charter) 

The Home Support Program has specific responsibilities under the funding 

agreements the City of Burnside has with both the CHSP and HACC         

programs. 

All service providers for these programs must also meet specific standards of 

service delivery (the Home Care Standards).  

You have a right to be treated well and given high-quality care and services, 

but you also have certain responsibilities when accessing these services. 

To ensure it is clear for everybody, the Australian Government has developed 

a Charter of Care Recipients’ Rights and Responsibilities for Home Care (the 

Charter). This Charter is for you, City of Burnside, and others involved in your 

care, such as your family and friends. 

The Charter specifies carers should be recognised as partners in care, and 

be able to participate in decision-making for services when the service       

recipient is unable to do so. 

It is also important that anyone else you might nominate to act as your       

advocate reads the Charter and understands what it contains. 

You will be given a copy of the Charter during your evaluation process, but 

you can ask for another copy at any time and it is also available on the       

Department of Health’s website at www.agedcare.health.gov.au.  

This booklet includes a summary of your rights and responsibilities under the 

Charter, but we encourage you and your carer to read through the Charter in 

full. 

Please ask to speak to a Program Facilitator if you would like further          

explanation of any of the rights or responsibilities. 

http://www.humanservices.gov.au
mailto:reception@nunku.org.au
http://www.nunku.org.au
file:///C:/Users/Chris/Documents/Burnside/HACC%20Info%20Bklts/itc@sa.gov.au
http://www.translate.sa.gov.au
http://www.translate.sa.gov.au/interpret.htm
http://www.translate.sa.gov.au/translate.htm
http://www.carelinksa.asn.au
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A summary of your Rights under the Charter 

As a care recipient you have the right to: 

 Be treated with respect, 

 Be involved in deciding what services will meet your needs, 

 Have a written agreement about what you and City of Burnside have 

agreed to, 

 Have your services reviewed, 

 Privacy and confidentiality of your personal information, 

 Be given information on how to make comments and/or complaints 

about services, 

 Have your client contributions determined in a way that is           

transparent, accessible and fair, and 

 Be given a copy of the Charter. 

A summary of your Responsibilities under the Charter 

As a care recipient you have the responsibility to: 

 Respect the rights of care workers, 

 Give enough information to City of Burnside’s Home Support Program 

so we can develop and deliver your care plan, 

 Follow the terms and conditions of your written agreement, 

 Allow safe and reasonable access for care workers at the times 

agreed in your care plan, and 

 Pay any client contributions outlined in your written agreement. 

Note: As per the Work Health and Safety Act 2012 and City of Burn-

side’s Work Health and Safety Policy, providing safe and reasonable access 

means smoking is not permitted in the vicinity of care workers, volunteers, or 

other clients of the City of Burnside’s Home Support Program.  
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Client Contributions 

All providers delivering CHSP services are committed to a client contribution policy 

under the National Guide to the CHSP Client Contribution Framework. 

Client contributions play an important role in the Home Support Program, because 

they are used to expand or enhance program services for all eligible residents. 

These contributions do not form part of Council revenue for other services.  

The Home Support Program’s Client Contribution Schedule is reviewed regularly 

and clients are given three months’ notice of any impending increases. 

The schedule seeks contributions at a level that is fair and affordable, but also   

flexible to adapt to individual circumstances. 

In all cases: 

 An evaluation of clients’ need for support precedes an assessment of their 

capacity to contribute to the cost of the service, 

 Assessed contributions may be reduced or waived in individual                

circumstances, and 

 No client is refused a service due to an inability to make a contribution.  

Please feel comfortable to ask questions about how your capacity to contribute is 

assessed. The Home Support Program has developed a Fact Sheet which         

explains the process and the two levels of contribution. 

If you are unable to pay the scheduled contribution, a lower fee may be negotiated 

according to specific criteria and your individual circumstances. In some instances, 

the contribution fee may be waived.  

You can request a review of your contribution at any time you feel your capacity to 

pay the agreed contribution has changed. 

You, or your carer or advocate, have the right to lodge an appeal if you have any 

concerns about your income assessment or the extent of your contributions. 

Your privacy is respected and any information obtained about your income is  

treated as private and confidential.  

Generally, contributions are paid for on the day of service and you will be given a 

receipt. For some services, arrangements can be made for contributions to be paid 

weekly, fortnightly or monthly and it is possible to arrange for a monthly invoice to 

be sent to a client or carer. 
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Other Client Feedback on Services 

The City of Burnside’s Home Support Program recognises the valuable role   
clients have in ensuring delivery of high quality services that meet client needs 
and are responsive to changing and emerging needs. 

The program therefore actively seeks client feedback in order to better          
understand client views, identify gaps in desired services and ensure the       
continued appropriateness and effectiveness of offered services. 

All clients have access to a range of opportunities to actively engage and       
participate in the Home Support Program’s decisions about service delivery. 

We do this through:  

 Informing – Ensuring you have information about services, changes to 
services and how services are managed. We do this through documents 
such as this booklet, Fact Sheets on specific topics, through letters,     
brochures, leaflets, newsletters and our website. 

 Consulting – Inviting feedback from you on the services you use. We do 
this through Feedback Forms for all services and programs and a    
broader survey (usually every two years). 

 Involving – Asking for your suggestions about new services,  or new 
ways to deliver existing services, or where you see gaps in services. We 
do this through feedback forms and surveys, but also periodically through 
forums.  

 Collaborating – Inviting you to participate in forums where we discuss 
more complex ideas or try to develop solutions to any emerging issues. 

Results from the feedback process provide valuable information to                
decision-making processes, so we ask you to participate where you can and 
feel comfortable to do so.   

If at any time you don’t feel comfortable handing a feedback form to a Program 
Facilitator, ask for a Reply Paid envelope to post the information to us. 

We will also happily receive ideas and suggestions from you at any time by   
contacting the appropriate Program Facilitator by email or telephone as per the 
contact list later in this booklet. 
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Rights and responsibilities of carers 

Carers are also clients of services provided by the City of Burnside Home 

Support Program and therefore carers share client rights and                  

responsibilities under the Charter. 

However, as a carer, you also have additional rights under the Carer 

Recognition Act 2010.  

As a carer accessing City of Burnside’s Home Support Program, you have 

the right to be:   

 Treated with respect and have the relationship you share with the 

person you care for honoured, 

 Recognised for your role as a carer, by being included in the         

evaluation, planning, delivery and review of services that impact on 

you and your role as a carer, and 

 Recognised as an individual, within and beyond your role as a carer. 
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Program Management Protocols & Procedures 

City of Burnside has 18 Management Protocols and Procedures          

documents to guide the operation of its Home Support Program. These 

documents were updated or created in 2016 and will be reviewed every 

two years (as a minimum).  

Elements addressed in the documents are:  

 Access to Services,  

 Advocacy,  

 Carer Recognition,  

 Client Contribution,  

 Client Does Not Respond to Scheduled Visit,  

 Client Engagement 

 Client Health and Wellbeing,  

 Compliments, Complaints and Appeals,  

 Emergency Response,  

 Equity of Access, 

 Evaluation and Review,  

 Management of a Waiting List,  

 Management of Services,  

 Privacy, Confidentiality and Access to Personal Information,  

 Quality Assurance,  

 Refusal of Service,  

 Severe Weather, and 

 Special Needs.  

You can ask to see these documents at any time. Contact the relevant 

Program Facilitator as listed later in this booklet. 
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Aged Rights Advocacy Service (ARAS) 
16 Hutt Street, Adelaide SA 5000 
Phone: (08) 8232 5377 
Email: aras@agedrights.asn.au 
Website: www.sa.agedrights.asn.au 

ARAS is a free, confidential service and provides advocacy assistance to support older people 
uphold their rights and responsibilities. The ARAS website provides more information about 
how ARAS can advocate on your behalf if you have an unresolved complaint.  

Disability Advocacy and Complaints Service of South Australia (DACCSA) 
29 High St, Kensington, SA 5068 
Phone: (08) 7122 6030 
Email: admin@dacssa.org.au 
Website: www.dacssa.org.au  

DACCSA provides support, information and advocacy for all people with disability, their     
families, friends and carers. 

South Australian Ombudsman 
Level 9, 55 Currie Street, Adelaide SA 5000 
Postal Address: PO Box 3651, Rundle Mall SA 5000 
Phone: (08) 8226 8699 
Email: ombudsman@ombudsman.sa.gov.au  
Website: www.ombudsman.sa.gov.au  

The Ombudsman is independent and investigates complaints about South Australian        
Government and Local Government Agencies. The Ombudsman will expect you have       
attempted to resolve the issue directly, but can provide assistance with conciliation or conduct 
an investigation if required 

mailto:aras@agedrights.asn.au
http://www.sa.agedrights.asn.au
mailto:admin@dacssa.org.au
http://www.dacssa.org.au
mailto:ombudsman@ombudsman.sa.gov.au
http://www.ombudsman.sa.gov.au
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Aged Care Complaints Commissioner 

If you don’t feel comfortable talking with City of Burnside about your concerns, or 

your complaint remains unresolved, you can contact the Aged Care Complaints 

Commissioner (see details below).  

The Commissioner’s office will provide support for you to attempt to resolve the issue 

directly, explain the complaints process, and support you to make an effective     

complaint. 

Since 1 January 2016, the Aged Care Complaints Commissioner has been           

responsible for providing an independent management of all complaints in the aged 

care sector, but you can still choose to use another organisation if you prefer, or 

think it more relevant to your complaint. (Some other contact details are provided 

below and overleaf).   

Complaints Service Providers and Agencies 

Aged Care Complaints Commissioner 
GPO Box 9848, Adelaide SA 5001   Phone: 1800 550 552  
Website: agedcarecomplaints.gov.au  

The Aged Care Complaints Commissioner provides a free service to people receiving aged 
care services funded by the Australian Government if they want to raise concerns about the 
quality of care or services they are receiving. The office encourages clients and/or carers, if 
comfortable, to resolve concerns directly with the provider – but provides support to resolve 
concerns when direct interaction has not been effective. The website provides useful         
information about how to make a complaint. 

Health and Community Services Complaints Commissioner (HCSCC) 
PO Box 199 Rundle Mall, Adelaide SA 5000 
Phone: (08) 8226 8666 Interpreter Service available TTY No: 133677  
Email: info@hcscc.sa.gov.au 
Website: www.hcscc.sa.gov.au 

The HCSCC assists service users, carers and service providers to resolve complaints about 
health and community services in South Australia. The office encourages and assists        
consumers to resolve complaints directly with the service provider, but can assist with dispute 
resolution when direct interaction has not been effective. 
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Privacy, Confidentiality and Access to Personal       
Information 

As a client of City of Burnside’s Home Support Program, you have the right 

to privacy, dignity and confidentiality in regard to the collection, storage, use 

and disclosure of your personal information.  

You also have the right to access your recorded personal information and 

correct or update details if required.  

City of Burnside ensures information attached to its Home Support Program 

is managed according to Australian Privacy Principles (APP).  

To guide this process, a Management Protocol and Procedures document – 

Privacy, Confidentiality and Access to Personal Information – has been     

developed.  

The key points are summarised here – but please ask your Program          

Facilitator if you would like to see the full document or you would like further 

information on any aspect. 

Collection, recording and storage of information 

Personal or sensitive information is only collected to facilitate evaluation and 

review processes to develop individualised service plans.  

Non-attributed information (information without your name attached) is also 

collected for statistical or auditing purposes and to improve the quality of   

programs.  

Once recorded, personal information is:  

 Kept in a locked area if paper based,  

 Password protected if an electronic record, 

 Not shared without your permission (or the permission of another person 

for whom you have specifically given consent to do so),  

 Only used for the purpose for which it is collected, and 

 Destroyed or de-identified when it is no longer needed for your care. 

http://agedcarecomplaints.gov.au
mailto:info@hcscc.sa.gov.au
http://www.hcscc.sa.gov.au
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Access to Information 

You decide who can access your personal information by signing a Client 

Consent Form.  

You, or someone nominated on the consent form, can ask to see the        

recorded information by using a Request for Information Form, which is   

available from Home Support Program staff and also on our website. 

Any information found to be incomplete, incorrect, misleading or outdated 

can then be amended. 

Relevant information could be released without your specific permission if 

there was a serious threat to life, health or safety – but you would be told 

about this as soon as possible. 

The City of Burnside also has a legal responsibility to comply with the      

Freedom of Information Act 1991. If a person does not have your permission 

to access your information, they will need to submit a Request for Information 

Form to the Manager Community Connections, who will assess its              

appropriateness under the Act and comply accordingly.  

Consent 

Your written consent about who can access your personal information is    

obtained during the evaluation process and again, if relevant, when new    

Information is added (during a review). 

You have the right to withdraw this consent or change the people nominated 

on the Client Consent Form at any time. 

In an emergency, relevant information may be released to your nominated 

carer, advocate, legal guardian or medical professional(s) as recorded on the 

Client Consent Form. 
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Appeals management 

If a complaint remains unresolved, you can lodge an appeal to Council’s Chief     

Executive Officer and the issue will be managed through the City of Burnside     

Complaint Handling Policy. 

Your decision to access your right of appeal will not disadvantage you in any way 

and you can still choose to be represented by an advocate if you prefer.  

Complaints management 

The Home Support Program staff member who receives the compliment will record 

the comment on Council’s database and refer it to the appropriate Program          

Facilitator. 

The Program Facilitator will ensure the compliment reaches the right people. 

Service improvement 

Compliments and complaints both contribute to service improvement in City of    

Burnside’s Home Support Program.  

Program Facilitators use the compliments, complaints and appeals process to review 

existing management protocols and procedures and refer recommendations for 

change to the Manager Community Connections. 

Feedback is also passed on to contracted providers or brokering agencies. 

Any identified trends in complaints are monitored and analysed so that this           

information can be used to improve services generally. 

More information about making a complaint or submitting an appeal is available from 

Program Facilitators or you could contact any of the Service Providers or Agencies 

listed overleaf.  
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Compliments, Complaints and Appeals 

City of Burnside’s Home Support Program encourages you to provide both   

positive and negative feedback on any aspect of your service and you also have 

the right to appeal any decision in regard to your service.  

You will not be disadvantaged in any way by lodging a complaint or appeal. 

Information may be given in person, over the telephone, by email, in writing or 

via Council’s website feedback system. A complaint will also be accepted   

anonymously, but this type of complaint will only be acted upon if the matter is 

relatively serious and there is sufficient information to enable an investigation. 

To guide this process, a Management Protocol and Procedures document – 

Compliments, Complaints and Appeals – has been developed. The key points 

are summarised here – but please ask your Program Facilitator if you would like 

to see the full document. 

If you need help to make a complaint or submit an appeal, staff can provide  

information or assistance to access an advocate. 

Complaint management 

Any complaints and appeals submitted will be: 

 Handled in a private and confidential manner, 

 Dealt with fairly, promptly and without retribution, 

 Acknowledged and investigated, with feedback provided on the progress 

and outcome, and  

 Resolved wherever, and as soon as, possible. 

Some complaints can be resolved at first point of contact, with all parties    

agreeing to the outcome, while others may require further investigation. In this 

case, your complaint will be acknowledged in writing within three business days 

and the Program Facilitator or Manager Community Connections will endeavour 

to resolve the issue within 21 days. During this time, you will be kept informed of 

progress, actions taken and any outcomes achieved. 

If the issue cannot be resolved, you have the right to refer the matter to an     

advocacy or mediation service and will be provided with information and support 

to do that if you prefer.  
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Concerns 

If you have any concerns about the way your information is being collected or 

managed, please speak to your Program Facilitator in the first instance. 

The Department Chart later in this booklet gives contact details for other  

people at City of Burnside you could speak to and information about making 

a complaint is also contained later in this booklet.  

If you feel an issue regarding privacy or management of information or      

access to information is not satisfactorily resolved within 30 days, you can 

contact the Office of the Australian Information Commissioner. This office 

prefers complaints to be made in writing, but you can contact the Enquiries 

Line on 1300 363 992. More information is available on their website. 

  

Office of the Australian Information Commissioner 

GPO Box 5218, Sydney NSW 2001 

Phone: 1300 363 992 

Email: enquiries@oaic.gov.au 

Website: www.oaic.gov.au 

  

The Office of the Australian Information Commissioner (OAIC) has three 

key functional areas: Privacy, Information and Freedom of Information 

(FOI). The OAIC provides information and advice, reviews decisions made 

under the FOI, handles complaints made about privacy or access to      

information and can also initiate an investigation if required. 

mailto:enquiries@oaic.gov.au
http://www.oaic.gov.au
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Advocacy 

As a client (including carers) of City of Burnside’s Home Support Program, you 

have the right to have an advocate represent your interests and assist you, 

when desired, to understand and manage situations associated with your      

service needs.  

An advocate may be a relative, friend, neighbour or a person from an advocacy 

service (some options are included later in this section). 

Your nominated advocate will: 

 Provide support and encouragement when you are making decisions, 

 Act on your instructions, 

 Speak on your behalf to promote your rights, ideas and intentions, and 

 Work solely in your best interests  

Nominating an advocate 

All clients are advised of their right to have an advocate when they first make 

contact with the Home Support Program and again during the evaluation pro-

cess.  

If you choose to nominate an advocate, their contact details will be recorded on 

your Client Evaluation and Review Form. 

During reviews, you will again have the opportunity to nominate an advocate; 

remove an advocate; or update advocacy information already recorded. You can 

also do this at any time by contacting your Program Facilitator. 

Carers and advocacy 

Sometimes, if there is a difference of opinion about care and support needs or 

preferences between a carer and the person they care for, their needs will be 

given separate consideration and they may require separate advocacy support. 

If staff become aware of a situation such as this, the matter will be referred to 

the relevant Program Facilitator – who will assist access to one or more external 

advocates or a mediator if required. 

More information about advocacy is available from your Program Facilitator or 
you could contact any of the Advocacy Service Providers or Agencies listed 
here.  
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Advocacy Service Providers and Agencies 

Older Persons Advocacy Network 
(OPAN) 
Phone: (08) 8232 5377 

Email: enquiries@opan.com.au  
Website: www.opan.com.au 
 

OPAN is funded by the Australian             
Government’s National Aged Care Advocacy         
Program (NACAP) and aims to provide a    
national voice for aged care advocacy and 
promote excellence and national consistency 
in the delivery of advocacy services under the 
Program. 

Citizen Advocacy South Australia  
20 Myers Street, Adelaide SA 5000 
Phone: (08) 8410 6644 

Email: office.citizenadvocacy@gmail.com 

Website: www.citizenadvocacysa.com.au  
 

The priority of Citizen Advocacy South      
Australia is the promotion, protection and  
defence of the personal welfare and interests 
of people with intellectual disability. 

 

Aged Rights Advocacy Service (ARAS) 
16 Hutt Street, Adelaide SA 5000 
Phone: (08) 8232 5377 

Email: aras@agedrights.asn.au 

Website: www.sa.agedrights.asn.au 
Elder Abuse Prevention Phone Line:  
1800 372 310 
 

ARAS is a free, confidential service and     
provides advocacy assistance to support older 
people uphold their rights and responsibilities. 
The ARAS website provides more information 
about advocacy.  

Disability Rights Advocacy Services  
Shop 4, 80 Henley Beach Road, Mile End SA 
5031 

Phone: (08) 8351 9500 

Email: admin@dras.com.au 

Website: www.dras.com.au  
 

Disability Rights Advocacy Service promotes 
the rights and interests of people with a      
disability, their families and carers. The      
advocacy service can support people with 
physical, intellectual, psychiatric, acquired 
brain injury, sensory, neurological or learning 
disabilities. It can also help people with      
disabilities, or their carers, from a non-English 
speaking background. 

 

Carers SA  
66 Greenhill Rd, Wayville SA 5034 
Phone: (08) 8291 5600 

Email: info@carers-sa.asn.au 

Website: www.carers-sa.asn.au 
 

Carers SA is the state-wide ‘voice of family 
carers’ and provides support and information 
about advocacy. Their website provides links 
to a number of advocacy services, including 
for those with, or caring for people with,     
specific issues or illnesses. 

Office of the Public Advocate 
Level 7, ABC Building, 85 North East Road, 
Collinswood SA 5082 

Phone: (08) 8342 8200 

Email: opa@agd.sa.gov.au 

Website: www.opa.sa.gov.au/ 
 

The South Australian Public Advocate is a 
statutory official appointed by the Governor to 
focus on the rights and needs of mentally    
incapacitated persons. The Office of the    
Public Advocate offers individual advocacy. 

 

If you would like help to contact any of these service providers or to understand which 

one might be most appropriate for you, please ask your Program Facilitator. 

mailto:%20enquiries@opan.com.au
http://www.sa.agedrights.asn.au
mailto:office.citizenadvocacy@gmail.com
http://www.citizenadvocacysa.com.au
mailto:aras@agedrights.asn.au
http://www.sa.agedrights.asn.au
http://www.dras.com.au
mailto:info@carers-sa.asn.au
http://carers-sa.asn.au
http://www.opa.sa.gov.au/

