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About this toolkit

The Aged Care Quality and Safety Commission is the national regulator of Government funded aged
care services. It is our role to uphold the rights of older people and protect and enhance their
safety, health, wellbeing and quality of life.

Our regulatory functions include listening to the experiences of older people and supporting them
to be informed about their aged care rights. We also support and educate providers and workers
about those rights and their obligations in meeting them.

We are running a public information program to ensure older people, their families and
supporters understand that stronger rights and protections exist under the Aged Care Act 2024.
A video provides an overview of the program.

We know that older people and supporters are more likely to raise concerns with their provider
when they feel reassured that:

e itis safe to speak up and they know who they can speak to
o they will be listened to and taken seriously
e raising a concern will not negatively affect their care.

Our public information program is about reaffirming to older people and their supporters that they
can feel safe to raise concerns and give feedback directly with their provider, and to trust they will
be listened to with respect.

This toolkit provides aged care providers and workers with information and resources to support
your engagement with older people, their families and supporters on key topics including:

e the rights of older people in aged care

e raising concerns when something doesn't feel right

e the role of the provider in supporting older people to speak up

e the role of the Commission and Aged Care Complaints Commissioner.

We have also created materials to help communicate this information through your channels,
including newsletter copy, social media posts and links to videos and resources.
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What's in this toolkit?

e Key messages

e Webpages
e Conversation guide

e Social media copy and tiles
e Editorial copy
e Resources for:

e For providers and workers
e For older people and their supporters
e Videos

Call to action
When sharing materials we recommend the below calls to action:

o talk to the older people in your care about the Statement of Rights and what their rights
mean in practice

e encourage them to watch the video explaining the Statement of Rights - introduction for
older people or Rights-based complaints handling - an overview by the Aged Care
Complaints Commissioner

e remind them of their right to speak up if they have a concern and ensure they understand
your complaints process

e explain that support is available via the Older Persons Advocacy Network and the Aged Care
Quality and Safety Commission.

Diverse audiences

We recognise that older people from diverse cultural, linguistic and life backgrounds may have
unique needs and preferences. Their background and experience impacts on how they access and
engage with aged care supports. This includes differences in language, traditions, identity and
family structures.

We are committed to making sure our information is inclusive, culturally safe and responsive. Every
older person should feel safe, understood, respected and able to make choices that reflect who
they are. If someone you care for has difficulty speaking or understanding English, you can use an
interpreting service to communicate in their preferred language.
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https://www.agedcarequality.gov.au/older-people/your-rights/statement-rights
https://www.youtube.com/watch?v=npMf7UD0tKo
https://www.youtube.com/watch?v=npMf7UD0tKo
https://www.youtube.com/watch?v=UqGTBo__4YM
https://www.youtube.com/watch?v=UqGTBo__4YM
https://www.agedcarequality.gov.au/contact-us/complaints-feedback/how-raise-concern
https://opan.org.au/
https://www.agedcarequality.gov.au/
https://www.agedcarequality.gov.au/
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If you would like any of our resources that are not currently translated, please contact us at
communications@agedcarequality.gov.au.

We have developed dedicated information and resources to help you to provide good, culturally
safe aged care for First Nations older people. You'll find these on the First Nations Hub on
our website.

Translating and interpreting services

If you need an interpreter when contacting the Commission, you can ask us to arrange one when
you call. Or you can contact one of these services and ask them to help you contact the
Commission:

e Translating and Interpreting Service (TIS) - 131 450
e Aboriginal Interpreter Service (AIS) - 1800 334 944
e Aboriginal Interpreting Western Australia - 08 9192 3981

You can download the Translated information for people receiving aged care poster. It has
information in different languages about how to contact the Commission using an interpreter.

If you have a hearing or speech impairment, you can contact the Commission through the National
Relay Service:

e TTY users: call 1800 555 677 then ask for the Commission’s number 1800 951 822

e Speak and Listen users: call 1800 555 727 then ask for the Commission’s number 1800 951
822

e Internet relay users: connect to the National Relay Service and enter 1800 951 822.

Sign language interpreting and captioning services

The National Sign Language Program (NSLP) provides free sign language interpreting and
captioning services through Deaf Connect for eligible older people.

The NSLP can help you with:

e using aged care services and taking part in professional and social activities
e health and medical appointments that are covered by Medicare.
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mailto:communications@agedcarequality.gov.au
https://www.agedcarequality.gov.au/news-publications/first-nations-hub
https://www.tisnational.gov.au/
tel:131450
https://nt.gov.au/community/interpreting-and-translating-services/aboriginal-interpreter-service
tel:1800334944
https://aiwaac.org.au/
tel:0891923981
https://www.agedcarequality.gov.au/resource-library/translated-information-people-receiving-aged-care
https://www.accesshub.gov.au/about-the-nrs/nrs-call-numbers-and-links
https://www.accesshub.gov.au/about-the-nrs/nrs-call-numbers-and-links
tel:1800%20555%20677
tel:1800951822
tel:1800555727
tel:1800951822
tel:1800951822
https://www.accesshub.gov.au/about-the-nrs/nrs-call-numbers-and-links
tel:1800951822
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To make a booking, call 1300 773 803, email interpreting@deafconnect.org.au or go to the Deaf
Connect website.

Orderable resources and translated materials

The materials in this information kit are available in digital and hard copy format. You can find all
the resources listed in this provider information kit on our website.

If you require hard copies of any of these resources, or if you're looking for translated materials,
you can order them via our orderable resources page.
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tel:1300773803
mailto:interpreting@deafconnect.org.au
https://deafconnect.org.au/services/interpreting/free-sign-language-interpreting-for-deaf-seniors
https://deafconnect.org.au/services/interpreting/free-sign-language-interpreting-for-deaf-seniors
https://www.agedcarequality.gov.au/older-people/choice-dignity-respect-your-rights-aged-care/resources
http://www.agedcarequality.gov.au/news-publications/order-resources
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Key messages

You can use the below key messages when engaging with older people, their families and
supporters about rights and raising concerns.

e Older people now have stronger rights and protections following recent changes to aged
care laws in Australia.

e These changes include a Statement of Rights for older people receiving aged care services.
They include the right to make their own decisions, to be respected and to feel safe.

e Older people also have the right to communicate their needs and preferences, to have their
culture and identity respected, and to stay connected with their community.

e If an older person has a concern about their aged care services, they have the right to speak
up.

e They can talk to their provider first. Their provider must respect their rights and have a
complaints process that is easy to understand and use.

e They can choose to have a family member or supporter raise a concern on their behalf.

e |If older people need help making a complaint or finding information, they can contact the
Older Persons Advocacy Network (OPAN) for free, independent, and confidential support.
Call the Aged Care Advocacy Line on 1800 700 600.

e If an older person prefers, they can contact the Aged Care Quality and Safety Commission

directly to make a complaint or give feedback.
e The new Aged Care Complaints Commissioner works within the Commission to make sure
every concern is handled in a way that is confidential, timely and fair.
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Webpages

The webpages listed below provide key information for both providers and older people receiving
aged care services.

Choice, dignity, respect - your rights in aged care

Find out more about older people’s rights in aged care, provider obligations in supporting older
people to raise their concerns, and the role of the Aged Care Quality and Safety Commission.

How to raise a concern - for older people

Find out more about what to do if you have a concern, rights and protections under the new Aged
Care Act 2024, and how the Aged Care Quality and Safety Commission can help.

Good complaints practice - for providers

An overview of good complaints practice for providers including links to guides, fact sheets and our
complaints handling checklist.

Make a complaint

Access the Aged Care Quality and Safety Commission’s online complaints form or find out more
about making a complaint by phone or in writing.

Aged care complaints FAQs

Detailed answers to a range of questions about complaints, covering:

e how the Commission can help

e what to know before, during and after making a complaint
e information for providers and workers

e useful services.

First Nations Hub

Information and resources to help you to provide good, culturally safe aged care for First Nations
older people.
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https://www.agedcarequality.gov.au/older-people/choice-dignity-respect-your-rights-aged-care
https://www.agedcarequality.gov.au/older-people/choice-dignity-respect-your-rights-aged-care
https://www.agedcarequality.gov.au/contact-us/complaints-feedback/how-raise-concern
https://www.agedcarequality.gov.au/contact-us/complaints-feedback/good-complaints-practice-providers
https://www.agedcarequality.gov.au/contact-us/complaints-concerns/make-complaint
https://www.agedcarequality.gov.au/aged-care-complaints-faqs
https://www.agedcarequality.gov.au/news-publications/first-nations-hub
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Conversation guide

This conversation guide can be used to talk with older people, their families and supporters
about their rights under the Aged Care Act 2024, how to raise concerns or complaints, and support
available.

If you are speaking with First Nations older people about their aged care, please refer to our First
Nations - Conversation Guide - Yarning about aged care .

How has aged care changed under the new Act?

Older people now have stronger rights and protections following recent changes to aged care laws
in Australia. The new Aged Care Act 2024, which started from 1 November 2025, focuses on
empowering older people and upholding their rights, needs and personal choices.

The new Act places older people at the centre of their aged care experience - in their home,
community settings or in a residential aged care home. It makes sure you have explicit rights, and
ways to protect those rights.

These changes include a Statement of Rights which outlines your rights when accessing
or seeking to access aged care services. They include the right to make your own decisions, to be
respected, and to feel safe.

What is the Statement of Rights?
The Statement of Rights is part of the new Aged Care Act 2024. They say that you have the right to:

o make decisions about your own life

e have your decisions not just accepted, but respected

« getinformation and support to help you make your own decisions
e communicate your wishes, needs and preferences

o feel safe and respected

e have your culture and identity respected

e stay connected with your community.

If you believe that a provider isn't acting in a way that’s in line with the Statement of Rights, they can
make a complaint to the Aged Care Complaints Commissioner.
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https://www.agedcarequality.gov.au/resource-library/first-nations-conversation-guide-yarning-about-aged-care
https://www.legislation.gov.au/C2024A00104/latest/versions
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What does the Statement of Rights mean in practical terms for my care experience?

You can expect that you are treated with dignity and respect. Some ways in which your rights can
look in practice could include that your provider will:

e support you to make informed decisions about your care, including how you access aged
care services and who provides them

e support your preferences for your daily routine

o seek, listen and respond to your feedback and concerns

e make sure you can access the things you need

e make sure you are only taking the medicines you need and have been prescribed to you

o provide food and drink options that you like

o keep you connected with the people who are important to you

What obligations does my provider have? What should | expect from them?

Aged care providers must respect the older people in their care and provide services that are
quality, safe and meet their needs. This includes delivering care and services that meet:

o theStrengthened Aged Care Quality Standards - a set of requirements that providers need
to meet to make sure older people receive safe and quality care

o the Statement of Rights - details the rights that older people have when receiving aged care

o the Aged Care Code of Conduct (Code) - describes how aged care providers, responsible

persons and workers (including volunteers) must behave and treat people receiving aged
care.

If an older person believes that a provider isn’t acting in a way that's in line with the above
obligations, they can make a complaint to the Aged Care Complaints Commissioner.

The Aged Care Quality and Safety Commission has a range of resources of their website explaining
what these obligations mean for older people.

Is it safe to raise a concern or complaint about my provider?

It's safe to speak up, and it can improve the quality of care for everyone. A provider, worker or
responsible person can't punish you or treat you differently for raising a concern.

Providers Toolkit Page 9 of 23
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The Aged Care Quality and Safety Commission want everyone to feel safe to make a complaint or
provide feedback in whatever way suits them. You can talk with the Commission if you're worried
about the consequences of raising a concern. They can talk with you about:

» your options for making a complaint or giving feedback
e how the Aged Care Act 2024 protects you.

How do | raise a concern or complaint? Where do | start?

Often, the best and quickest way to resolve concerns is to raise them directly with the provider, if
you feel comfortable doing that.

It's safe to speak up. A provider, worker or responsible person can't punish you or treat you
differently for making a complaint.

Before speaking to your provider:

e try writing down your concerns

o remember to focus on the facts

e include important information, such as names, dates and locations
e be clear about what you want to happen from the complaint

o ask for help. If you're concerned, you can ask a friend, family member or supporter to help
you write your complaint.

You can also arrange for an advocate to support you if you don't feel comfortable raising a
concern on your own.

If you don’t want to discuss your concern with the provider, or the provider hasn't been able to
resolve your complaint, you can contact the Aged Care Quality and Safety Commission on 1800 951
822. They can talk with you about your options for making a complaint or giving feedback, and how
the Aged Care Act 2024 protects you.

Can a family member, supporter or friend help me?
Anyone can make a complaint or support you in making one, including:

e people receiving aged care
» family, friends, carers and supporters of people who receive aged care
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e aged care workers and volunteers
e health and medical professionals.

If you're making a complaint for someone else, let them know. They have a right to be involved.
What does the Aged Care Quality and Safety Commission do?

The Aged Care Quality and Safety Commission (the Commission) is the national regulator of
Australian Government-funded aged care services. They work with providers, workers and older
people to protect the wellbeing and rights of people receiving aged care.

They're responsible for:

o safeguarding and upholding the rights of older people under the Statement of Rights

o registering providers to deliver aged care

« working with and educating the aged care sector and older people about what the
Commission does

e resolving complaints about aged care providers, workers and responsible persons

o auditing providers against the strengthened Aged Care Quality Standards

e monitoring and investigating registered providers, aged care workers and responsible
persons

e responding to notifications of reportable incidents

o regulating aged care workers, volunteers, responsible persons and providers under
the Aged Care Code of Conduct.

What is the role of the Aged Care Complaints Commissioner?

The Aged Care Complaints Commissioner is appointed by the Minister for Aged Care and
Seniors and has an important role in aged care.

They give older people a voice so they can raise concerns about their care, without fear of
consequences or retaliation. It's their responsibility to make sure complaints and feedback are
handled in a way that is transparent and accountable.

To do this, they work alongside the Aged Care Quality and Safety Commission.
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What does the Older Persons Advocacy Network (OPAN) do?

OPAN provides free, independent and confidential support to older people seeking or receiving
government funded aged care services.

If you require information or support with government-funded aged care services, OPAN's Aged
Care Advocacy Line can provide free, confidential, and independent support. You can speak with an
advocate by calling 1800 700 600 or visit the OPAN website.

What types of complaints can the Aged Care Quality and Safety Commission help with?

The Commission can help with complaints about a providers’ responsibilities under the Aged Care
Act 2024 or their funding agreement with the Australian Government.

They can help you with complaints about:

e aprovider, worker or responsible person not meeting their obligations under the Aged Care
Act 2024
e aprovider not acting in line with the Statement of Rights. For example, not respecting
older peoples' right to:
o be treated with dignity and respect
o make a complaint
o receive care that is safe, high quality, meets their needs and helps them to live their best
life
o personal care, such as services that help someone to shower, take medication, eat or
move around
o communication, for example how a provider, worker or responsible person shares
information with you and responds to your questions or complaints
staff roles, for example how workers do their job and care for you
your living environment, for example safety, security and cleaning
some fees and charges .

It doesn't cost anything to ask the Commission for help or to make a complaint.
How do | contact the Commission to leave feedback or to make a complaint?

You contact the Commission:
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e by calling 1800 951 822 (free call)
e online via www.agedcarequality.gov.au/contact-us/complaints-feedback/make-complaint

e by writing to Aged Care Quality and Safety Commission
GPO Box 9819, in your capital city.

What will happen when | contact the Aged Care Quality and Safety Commission?
When you contact the Commission, they will:

e listentoyou and explain your rights
o find out what you'd like your provider to do differently
o explain their role and how they can best help you.

Can | remain anonymous if | make a complaint to the Aged Care Quality and Safety
Commission?

Yes, you can choose to remain anonymous.

When you call the Commission to share a concern you decide on how they proceed, and your
privacy is protected at all times.

e you can leave feedback without being involved in how they handle it
e you can make a complaint and be part of the resolution process

e you can ask for your concern to be confidential

e yOU Can remain anonymous.

If you make an anonymous complaint:

e the Commission won't know your identity

» they will take reasonable steps not to share information that could reveal your identity to
the provider, worker or responsible person when they discuss your complaint with
them. They do the same for anyone else you mention in your complaint, if you ask them to.

This also means that:

o they can't keep you informed about how your complaint’s going
e you can't give them more information
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o they might treat it as feedback if they can’t follow the complaints process
because they can't contact you
o they can't tell you the outcome of your complaint or explain your reconsideration rights.

Will my provider know it's me that raised the concern or complaint with the Commission?

You can make a complaint confidentially with the Commission. If you make a confidential
complaint, the Commission will:

e know your identity

« take reasonable steps not to disclose (reveal) your identity to the provider, worker or
responsible person when they discuss your complaint with them. They do the same for
anyone else you mention in your complaint, if you ask them to

o keep you informed about how your complaint’s going

e involve you in the resolution process as much as possible without revealing your identity.

I don’t want to make a complaint, but | have a concern about aged care. Can the Aged Care
Quality and Safety Commission help?

Yes, you can call the Commission on 1800 951 822 and they can discuss your situation. Their
friendly staff will listen to your needs and tell you your options so you can decide what works best
for you.

If you're concerned about the care you (or someone else) are receiving from an aged care
provider, worker or responsible person, but you don't want to make a complaint, you can raise your
concern with them as feedback.

Giving feedback is less formal than making a complaint. They usually won't involve you in the

process of addressing your feedback. You can find out more at Give feedback.
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Social media copy and tiles

We've developed the below social media tiles and copy to raise awareness about sharing feedback
or making a complaint. Share these with your networks on your social media channels. We
encourage you to include information about your complaints process to help older people, their
families and supporters understand how to raise a concern or make complaint.

Channel Copy Visual Asset
LinkedIn | Older people have the right to make Embed video: Rights-based and person-
Facebook | their own decisions, to be respected centred care - what it means for older people

and to feel safe. The Aged Care Quality
and Safety Commission is raising
awareness about older people’s rights
in aged care.

Everyone has the right to choice,
dignity and respect and to feel safe,
heard and supported.

Learn more at agedcarequality.gov.au
or call 1800 951 822.

#ACQSC #Complaints
#AgedCareQuality #AgedCareRights

LinkedIn | Everyone has the right to choice, Embed image:

Facebook | dignity and respect in aged care. The https://www.agedcarequality.gov.au/media/102380
Aged Care Quality and Safety
Commission is encouraging older
people to speak up if something isn't
right in aged care.

If you have a concern, you can talk to
your provider first.

You can also contact the Aged Care
Quality and Safety Commission for
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independent information, feedback or
complaints.

Do you have a concern
about your aged care?

Visit agedcarequality.gov.au or call
1800 951 822.

#ACQSC #Complaints
#AgedCareQuality #AgedCareRights

Find out more at agedcarequality.gov.au
or call 1800 951 822.

LinkedIn | Culturally safe care is your right. The Embed video: Culturally safe care is your right
Aged Care Quality and Safety
Commission has created new

resources to support First Nations
providers, workers and older people
understand their rights and obligations
in ensuring First Nations older people
get the good quality, culturally
appropriate and safe aged care
everyone is entitled to.

This video discusses the importance of
cultural training for aged care workers
to deliver good quality, culturally
appropriate and safe aged care for
Australian First Nations older people.

Choice, dignity, respect - your rights in
aged care.

Find out more at
agedcarequality.gov.au or call 1800 951
822.

#ACQSC #Complaints
#AgedCareQuality #AgedCareRights
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Facebook | Good aged care means you are safe Embed video: Your rights in aged care
and cared for in the right way. It means
respecting your connection to family,
your community and your Country.

New aged care laws include

the Statement of Rights to help make
sure everyone is getting good and safe
aged care.

You can find more resources to
support older First Nations people,
their families and aged care workers
and providers who care for them

at agedcarequality.gov.au/FirstNations
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Editorial copy

Use this article on your website, in an email or in your newsletter to promote the rights of older

people receiving aged care and how they can raise a concern or make a complaint. We encourage you
to add specific information about the complaints process in your organisation.

Choice, dignity, respect - your rights in aged care

Older people now have stronger rights and protections following recent changes to aged care laws in
Australia.

These changes include a Statement of Rights for older people receiving aged care services. They
include the right to make your own decisions, to be respected and to feel safe.

As your aged care provider, it is our responsibility to ensure that these rights are upheld, and that you
are placed at the centre of your aged care experience.

We encourage you to talk to us if you have any concerns or questions about your care or services. It is
an obligation for us to provide a complaints process that is easy to understand and access.

We're committed to providing you with safe, quality care that meets your needs and preferences.
Raising your concerns with us is often the most effective way to resolve things. It is safe to speak up.

If you would like to provide feedback, raise a concern or complaint [insert specific information
about your complaints process]

You can also choose to have a family member or supporter raise a concern on your behalf. If you

need help making a complaint or finding information, contact the Older Persons Advocacy Network
(OPAN) for free, independent, and confidential support. Call the Aged Care Advocacy Line on 1800 700
600.

The Aged Care Quality and Safety Commission is the national regulator of government funded aged
care services. You can contact the Commission if you'd like independent advice or support in raising a
concern. To contact the Commission:

e (Call 1800 951 822 between 9am - 5pm Monday to Friday
e Write to Aged Care Quality and Safety Commission, GPO Box 9819, in your capital city
e Email info@agedcarequality.gov.au
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Resources

The Commission has a range of information and resources available about raising concerns or making
a complaint. You can find out more at www.agedcarequality.gov.au.

We recommend the below resources to build your knowledge about best practice complaints handling
and to improve your processes where required. We also have a selection of resources specifically for
First Nations older people.

For providers and workers

Ansruan Goverument

Top tips for
registered providers

Building a strong complaints
system

Rights-based complaints and
feedback handling checklist

d good

inaway bl
better care for older people  confidential, quick and fair

¥ okt peopie

Better practice guide
to complaints handling
i ed care services

Top tips for registered
providers: Building a strong
complaints system

Better practice guide to
complaints handling in aged
care services

s Aged Care Resources

For providers and

First Nations
Stakeholder
Communications
Toolkit

December 2025

E

First Nations - Stakeholder
Communications Toolkit

First Nations Aged Care Aged Care Code of Conduct -
Resources responsible persons and aged
care worker poster
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https://www.agedcarequality.gov.au/
https://www.agedcarequality.gov.au/resource-library/better-practice-guide-complaints-handling-aged-care-services
https://www.agedcarequality.gov.au/resource-library/better-practice-guide-complaints-handling-aged-care-services
https://www.agedcarequality.gov.au/resource-library/better-practice-guide-complaints-handling-aged-care-services
https://www.agedcarequality.gov.au/resource-library/top-tips-registered-providers-building-strong-complaints-system-fact-sheet
https://www.agedcarequality.gov.au/resource-library/top-tips-registered-providers-building-strong-complaints-system-fact-sheet
https://www.agedcarequality.gov.au/resource-library/top-tips-registered-providers-building-strong-complaints-system-fact-sheet
https://www.agedcarequality.gov.au/resource-library/complaints-handling-checklist
https://www.agedcarequality.gov.au/resource-library/first-nations-stakeholder-communications-toolkit
https://www.agedcarequality.gov.au/resource-library/first-nations-stakeholder-communications-toolkit
https://www.agedcarequality.gov.au/news-publications/first-nations-hub
https://www.agedcarequality.gov.au/news-publications/first-nations-hub
https://www.agedcarequality.gov.au/resource-library/aged-care-code-conduct-responsible-persons-and-worker-poster
https://www.agedcarequality.gov.au/resource-library/aged-care-code-conduct-responsible-persons-and-worker-poster
https://www.agedcarequality.gov.au/resource-library/aged-care-code-conduct-responsible-persons-and-worker-poster
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Use these resources by:
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Empower
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¢ linking to them on your website, in newsletters and social media

e making hard copies available in your services.

You can order hard copies of the resources for older people (including translated versions) via

our Order resources webpage.

Statement of Rights

The Aged Care Act 2024 includes a Statement of Rights that explains the
tights older people will have when accessing aged care services funded by the
Australian Government.
The Statement of Rights will help make sure you are at the centre of your aged care.
You will have the right to:
- make your own decisions about your own life
- have your decisions not just accepted, but respected
- getinformation and support to help you make decisions
- communicate your wishes, needs and preferences
- feel safe and respected
- have your culture and identiy respected
- stay connected with your community.
If you have concerns about the aged care you e
are receiving, you can: * :
1o yout aged e prvicer +OPAN
- speak with an advocate on 1800 700 600 .
or at OPAN.org.au
-+ contact the Aged Care Quality and Safety Commission

on 1800 951822 or at AgedCareQuality.gov.au El'-‘ilﬁr-li‘

tights are upt

Fact sheet - Your rights in aged
care

Statement of Rights

‘The Aged Care Act 2024 includes a Statement of Rights that explains the
rights older people will have when accessing aged care services funded by the
Australian Goverment.

The Statement of Rights will help make sure you are at the centre of your aged care.
You will have the right to:

- make your own decisions about your own life

+ have your decisions not just accepted, but respected

+ getinformation and support to help you make decisions

+ communicate your wishes, needs and preferences

- feel safe and respected

+ have your culture and identity respected

+ stay connected with your community.

If you have concerns about the aged care you i
are receiving, you can: * i
k1o your s car provier + OPAN e
- speak with an advocate on 1800 700 600 . *

or at OPAN.org.au

- contact the Aged Care Quality and Safety Commission e
on 1800 951822 or at AgedCareQuality.gov.au [k

More information

Read the fullStatement of Rights,including how you can make sure your

rights

Poster - Your rights in aged

care

Australan Gonernment
Aged Care Qulityand Safety Commission

What is the

Aged Care Quality
and Safety

e ey o s b B
people who

Whenyou receive aged care services, you have the right co:

 dignity and respect
 safe and quality care that meets your needs.

with the Statement of Rights.

We do thisby:

* registering providers to deliver aged care

are Code of Conduct

* looking into complaints about aged care services

 investigating serious incidents
 publishing information about our findings

Our:

Fact sheet - What is the Aged
Care Quality and Safety
Commission

e
g Cors ey s Sty oo

fi

What to expect

when you raise
a concern with us A

How to raise a concern

Our role at the Aged ifyou have concern about an aged core

Care Quality and Safety prcvider, worker or respansible person,
Commission is to protect the you can speak with the provicer ar wih
rights, wellbeing and interests s Aesponsil ersaris 2 pescn

e s significant
e ey st 1) berceone I sendces debvared
Australian Government. If you 2 presider.

havea bout aged

Civing feedback i a way t0 tel s sbot

. it's imp
up. It's your right. your concern withaust being involved i the

Older
ecent changes to aged care laws we hanclle your concern, I best o make
in Ms!r.)im Thesechangesnchude & complaint.
aSiarerment of g for oder
e ru aie e How we can help
They include the right o make your
v decisions, o be respected and When youfirst contact us to raise:
tofedl safe, 2 concern, wel
tocommunicate ther neecs and complaint virhin 3 business days
preferences, o have their culre “lsten t0 your concerns.
o wasky and assess
anyriks

Fact sheet - What to expect
when you raise a concern with us

Top tips for
raising a concern

1fyou have a concern about the aged care services you
or someone else is receiving, you can speak up.

rights
G e e

toberespected and tofed safe.

Older peaple alsohave the ight o communicate their necds and
preferences, o have thei culure andidentiy respected, and 0 tay.
Connected with your communiy.

Before raising a concern

It important tobe asclear a5 you can on what youte concerned about

Thiscan| m-lpvﬂunuxmcmhvmmcmﬂgcmerm.ﬂDRl(uI . Ty incuse
a5 many detats &5 you can, such 5 names, dates end p

you aise your

interests of theclder person receiving care.

isaperson

by aprovider.

Fact sheet - Top tips for raising

a concern

B .
What support is available? %

The Older Persons Advocaey Network d

(OPAN)is a i

service.They willisten to your concerns g Core Qi s e
and help by: pri s

 giving you information about your rights
 giving you advice on how you can

give feedback or make a complaint

o your provider
 giving feedback or making a complaint

o the provider for you.
Advocates are independent from
the Commission. They will keep your
information confidential and always ask
for your permission before taking action.
With your permission, we can phone.
an advocacy agency for you, explain your
concerns and arrange for them to contact you.

Contacting the Commission
is easy and free

Phone
G 755 Do you have concerns
o about an aged care
agedcarequalitygovay provider, worker or
= responsible person?
Aged Care Quality and
Safaty Commission The.

GPOBox 9819, in your capital ity

Brochure - Do you have
concerns about an aged care
provider, worker or responsible

person
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https://www.agedcarequality.gov.au/news-publications/order-resources
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fstatement-rights-fact-sheet&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C1df36e01807c457aa93e08dea67f7e6d%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131263712902695%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=rGRUOJ4jiO2JMLIHQMBllEaXA0cKjKhotphoZmSecYM%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fstatement-rights-fact-sheet&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C1df36e01807c457aa93e08dea67f7e6d%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131263712902695%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=rGRUOJ4jiO2JMLIHQMBllEaXA0cKjKhotphoZmSecYM%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fstatement-rights-poster&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C1df36e01807c457aa93e08dea67f7e6d%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131263712834698%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=ddTPSwLWJdlYoWQmBx4dI4%2FuZ8jHcfUqODokiWHxHHU%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fstatement-rights-poster&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C1df36e01807c457aa93e08dea67f7e6d%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131263712834698%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=ddTPSwLWJdlYoWQmBx4dI4%2FuZ8jHcfUqODokiWHxHHU%3D&reserved=0
https://www.agedcarequality.gov.au/resource-library/what-aged-care-quality-and-safety-commission-fact-sheet
https://www.agedcarequality.gov.au/resource-library/what-aged-care-quality-and-safety-commission-fact-sheet
https://www.agedcarequality.gov.au/resource-library/what-aged-care-quality-and-safety-commission-fact-sheet
https://www.agedcarequality.gov.au/resource-library/what-to-expect-when-you-raise-concern
https://www.agedcarequality.gov.au/resource-library/what-to-expect-when-you-raise-concern
https://www.agedcarequality.gov.au/resource-library/top-tips-raising-concern
https://www.agedcarequality.gov.au/resource-library/top-tips-raising-concern
https://www.agedcarequality.gov.au/resources/do-you-have-concern-or-complaint-brochure
https://www.agedcarequality.gov.au/resources/do-you-have-concern-or-complaint-brochure
https://www.agedcarequality.gov.au/resources/do-you-have-concern-or-complaint-brochure
https://www.agedcarequality.gov.au/resources/do-you-have-concern-or-complaint-brochure
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Safe, quality care

Changing aged care
for the better for you
The new Aged Care Act puts the rights of older people

first. It includes a Statement of Rights for older people.
Dear reader, These changes started from 1 November 2025.

is your right

The Rights m:

Do you have concerns about
an aged care provider, worker
or responsible person?

provide food and
“keep you con

Find out more
aboutthe Statement of
Rights on our website.

care experience and that of others around you.

What you can doif you have a concern

@ otz
it o e

Q 2gedcarequality.govau
Y N —
helped.you canspeskih s

o
tounderstand:

Poster - Do you have concerns
about an aged care provider,
worker or responsible person

Poster - Diverse audiences:
Letter from the ACQSC .
. Changing aged care for the
Commissioner and Aged Care e ere
. o better
Complaints Commissioner -
Safe, quality care is your right

.
R Aeritin Conerammen i
P ek o Qs and Suit Crmaien s

Your rights for good,

You have the right
to quality and safe
aged care

safe aged care

The new Aged Care Act puts the rights of our Elders and older people first
Itincludes a Statement of Rights for people who get aged care.

Al nt of s

the Statement of Rights means for you
- sapls a6 5als and eaced o7 The rght Aay. | maans feaecting yaus
cukure, o 0 fam,coemmaniey and Cauriry o lland Herme.

Find out mare
aboutthe Statement of

and identity respected

reschve thngs.

cancern or

Commasioner:
9 1200951822 berween sum -50m Mooy toFricay.

) Aged Care Qualy ana Safety Commesion, GPO Box 9813 n your captal cty

v Gorermmen
Ingependent and conaential advocates Lo heip you.

sstoguare

Fact sheet - Diverse audiences: First Nations Statement of FlritANaet;Ocr;Sre_ Z:]S;aloitro:iytf)\ct)srd
You have the right to quality and Rights Information Sheet & Y .
safe aged care

You can order hard copies of the resources for older people (including translated versions) via
our Order resources webpage.
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https://www.agedcarequality.gov.au/resource-library/do-you-have-concerns-about-aged-care-provider-worker-or-responsible-person-poster
https://www.agedcarequality.gov.au/resource-library/do-you-have-concerns-about-aged-care-provider-worker-or-responsible-person-poster
https://www.agedcarequality.gov.au/resource-library/do-you-have-concerns-about-aged-care-provider-worker-or-responsible-person-poster
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fletter-acqsc-commissioner-and-aged-care-complaints-commissioner-safe-quality-care-your-right&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C7e0549d337004d9410ad08dea6706290%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131198822806584%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=aGgWP0fdm86fy1nXHuOFUNE0cRbvcutkS8RqO%2B3Ck8s%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fletter-acqsc-commissioner-and-aged-care-complaints-commissioner-safe-quality-care-your-right&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C7e0549d337004d9410ad08dea6706290%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131198822806584%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=aGgWP0fdm86fy1nXHuOFUNE0cRbvcutkS8RqO%2B3Ck8s%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fletter-acqsc-commissioner-and-aged-care-complaints-commissioner-safe-quality-care-your-right&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C7e0549d337004d9410ad08dea6706290%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131198822806584%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=aGgWP0fdm86fy1nXHuOFUNE0cRbvcutkS8RqO%2B3Ck8s%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fresource-library%2Fletter-acqsc-commissioner-and-aged-care-complaints-commissioner-safe-quality-care-your-right&data=05%7C02%7CLauren.Robinson%40agedcarequality.gov.au%7C7e0549d337004d9410ad08dea6706290%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C639131198822806584%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=aGgWP0fdm86fy1nXHuOFUNE0cRbvcutkS8RqO%2B3Ck8s%3D&reserved=0
https://www.agedcarequality.gov.au/resource-library/diverse-audiences-older-australians-poster-changing-aged-care-better
https://www.agedcarequality.gov.au/resource-library/diverse-audiences-older-australians-poster-changing-aged-care-better
https://www.agedcarequality.gov.au/resource-library/diverse-audiences-older-australians-poster-changing-aged-care-better
https://www.agedcarequality.gov.au/resource-library/diverse-audiences-older-australians-factsheet-you-have-right-quality-and-safe-aged-care
https://www.agedcarequality.gov.au/resource-library/diverse-audiences-older-australians-factsheet-you-have-right-quality-and-safe-aged-care
https://www.agedcarequality.gov.au/resource-library/diverse-audiences-older-australians-factsheet-you-have-right-quality-and-safe-aged-care
https://www.agedcarequality.gov.au/resource-library/first-nations-statement-rights-information-sheet
https://www.agedcarequality.gov.au/resource-library/first-nations-statement-rights-information-sheet
https://www.agedcarequality.gov.au/resource-library/first-nations-visual-storyboard-aged-care-and-your-rights
https://www.agedcarequality.gov.au/resource-library/first-nations-visual-storyboard-aged-care-and-your-rights
https://www.agedcarequality.gov.au/news-publications/order-resources
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Videos

Use these videos to build staff knowledge, display in common areas at your aged care service or to
post on your website/social media.

Rights-based and
person-centred care

What it means for older people

Statement of

Wh ald

Rights-based and person-centred care - Statement of Rights - introduction for older

what it means for older people people

The Commission’s
complaints handling
process

Statement of Rights

stered providers and their

Statement of Rights - introduction for Commission complaints handling process
providers and workers

Rights-based

complaints han

Aged

\ L

7

Rights-based complaints handling - an First Nations - Your rights in aged care
overview by the Aged Care Complaints
Commissioner

He
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https://www.youtube.com/watch?v=xWdNmabRK0A
https://www.youtube.com/watch?v=xWdNmabRK0A
https://www.youtube.com/watch?v=npMf7UD0tKo
https://www.youtube.com/watch?v=npMf7UD0tKo
https://www.youtube.com/watch?v=kL7PN0PBPBY&t=2s
https://www.youtube.com/watch?v=kL7PN0PBPBY&t=2s
https://www.youtube.com/watch?v=4V-qYNtE_YI
https://www.youtube.com/watch?v=UqGTBo__4YM
https://www.youtube.com/watch?v=UqGTBo__4YM
https://www.youtube.com/watch?v=UqGTBo__4YM
https://www.youtube.com/watch?v=v65xxtHv7qk&list=PLzd-HOFNQhHWAmGXciaLAsLvCqiex7ToW&index=2

vx _’5"; Australian Government Engage
g Empower
= Aged Care Quality and Safety Commission Safeguard

Thank you for your continued commitment to supporting older people to feel safe, respected and
heard. If you have any queries or feedback about this program, please reach out to us via
communications@agedcarequality.gov.au.

G O &

Phone Web Write
1800 951 822 agedcarequality.gov.au Aged Care Quality and Safety Commission
GPO Box 9819, in your capital city


mailto:communications@agedcarequality.gov.au.
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