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Welcome 
This document has been written to inform carers and the people they care for of our client service 

policies and other information for accessing services and support.  

Some services will have their own handbook which should be read in conjunction with this document. 

If you have any feedback on this document please contact us: 

Contact Us 
Carers ACT   6296 9900 

Carer Gateway 1800 422 737  (note: Carers ACT is the Carer Gateway service 
delivery provider in ACT only) 

Website http://www.carersact.org.au/  

Email  carers@carersact.org.au  

Address 2/80 Beaurepaire Crescent, Holt ACT 2615 

  9.00am to 5.00pm, Monday to Friday 

 

 

Carers ACT celebrates the diversity of our community and acknowledges differences in thinking, 
acting, qualities, skills, experiences and backgrounds. We value diversity and are dedicated to being 

inclusive, recognising and respecting all members of our community. 

Carers ACT is supported by the Australian and ACT Governments 
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About Carers ACT 
Carers ACT is a non-government, not-for-profit organisation and the peak body for carers in the ACT.  

Our purpose is to support, connect and empower carers to maintain their caring role and personal 

wellbeing.  We do this through practical support such as working with carers to understand their 

needs and develop an action plan which may include arranging short-term replacement care when 

carers need a break, counselling, educational workshops, social and therapeutic activities and 

advocacy. We also work with industry and government to make Canberra more carer friendly. 

We are a member of the national network of carer associations, and our shared vision is  

An Australia that values and supports caring families 

Carers ACT supports carers in the ACT. We are funded to: 

 provide information and connect carers to carer support services in their local area 

 develop an understanding of a carer’s needs and develop and action plan to assist the carer 

with their caring role 

 arrange replacement care in an emergency 

 provide group-based education, wellbeing and social connection activities for carers 

 provide carer counselling  

 provide advocacy services for carers  

 provide support to young carers 

Other Carers ACT services include: 

 Deakin Cottage, short stays and day activity program for people who are ageing and/or have 

dementia 

 NDIS Support Coordination 

 Living skills and community access program for young adults with disabilities 

To find out more about any of our services, please Contact Us on 6296 9900 during business hours.  

For emergency respite please call 1800 422 737 any time. 
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Who are Carers? 
Carers are partners, spouses, children, family, friends and neighbours who provide personal care, 

support and assistance to someone who has a disability, is ageing or has an ongoing mental or other 

illness or a terminal illness. Carers are all ages, and from all cultures and backgrounds.  They provide 

informal unpaid help with the activities of daily living.  Whilst caring is rewarding, it can also bring 

financial hardship, social isolation, stress and other health and wellbeing issues. 

Carers ACT provides Advocacy Services to Foster and Kinship carers.  Foster and Kinship carers are 

only eligible for other services from Carers ACT where the foster/kin child has moderate, severe or 

profound disabilities and has been living with the Foster or Kinship Carer for more than six months. 

Carers ACT Staff  

We recognise that many Carers ACT staff are also carers under the Carer Recognition Act. Staff who 

identify as carers under the Carer Recognition Act or meet the eligibility criteria for our services may 

access our services.   

Staff accessing our services will be treated the same as any other carer, following the same processes 

and criteria for eligibility, intake and assessment and approval.  

For more information staff should refer to our HR Policies and Procedures. 

About “Clients” 
Please note that in this handbook we use “you” and “the client” to refer to you, the carer. Most of 

our services are funded to support you.  

Some of our services directly support the person you care for as our “client”, including Deakin Cottage 

and our Disability Services.  
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How We Work with Carers 
The Carer Recognition Act 20101 and the Statement for Australia’s Carers2 provide definitions and a 

framework for us to work within.  

Statement for Australia’s Carers 
The Statement contains ten key principles that set out how carers should be treated and considered, 

policy, program and service delivery settings. 

1. All carers should have the same rights, choices and opportunities as other Australians, 
regardless of age, race, sex, disability, sexuality, religious or political beliefs, Aboriginal or 
Torres Strait Islander heritage, cultural or linguistic differences, socioeconomic status or 
locality. 

2. Children and young people who are carers should have the same rights as all children and 
young people and should be supported to reach their full potential. 

3. The valuable social and economic contribution that carers make to society should be 
recognised and supported. 

4. Carers should be supported to enjoy optimum health and social wellbeing and to participate 
in family, social and community life. 

5. Carers should be acknowledged as individuals with their own needs within and beyond the 
caring role. 

6. The relationship between carers and the persons for whom they care should be recognised 
and respected. 

7. Carers should be considered as partners with other care providers in the provision of care, 
acknowledging the unique knowledge and experience of carers. 

8. Carers should be treated with dignity and respect. 

9. Carers should be supported to achieve greater economic wellbeing and sustainability and, 
where appropriate, should have opportunities to participate in employment and education. 

10. Support for carers should be timely, responsive, appropriate and accessible. 

  

 
1 Carer Recognition Act 2010 https://www.legislation.gov.au/Details/C2010A00123 
2 2.2 Statement for Australia’s Carers, from the Carers Recognition Act 2010 Guidelines https://www.dss.gov.au/our-
responsibilities/disability-and-carers/publications-articles/carer-recognition-act-2010-guidelines  
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Client Rights and Responsibilities 
These rights and responsibilities have been compiled from the standards we operate under, such as 

the Aged Care Quality Standards and Charter of Aged Care Rights, NDIS Practice Standards and 

associated requirements, and Carer Support Service requirements.  As these are your rights and 

responsibilities, they are written from your perspective. 

I have the right to: 

 safe and high-quality care and services 

 be treated with dignity and respect 

 have my identity, culture and diversity valued and supported 

 live without abuse and neglect 

 be informed about my care and services in a way I understand 

 access all information about myself, including information about my rights, care and services 

 have control over and make choices about my care, personal and social life, including where 

the choices involve personal risk 

 have control over, and make decisions about, the personal aspects of my daily life, financial 

affairs and possessions 

 my independence 

 be listened to and understood 

 have a person of my choice, including an advocate, support me or speak on my behalf 

 complain free from reprisal, and to have my complaint dealt with fairly and promptly 

 personal privacy and to have my personal information protected 

 exercise my rights without it adversely affecting the way I am treated 

  

I will 

 tell you if I am not happy with your services 

 treat others with dignity and respect 
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 value other people’s identity, culture and diversity 

 tell you if I suspect any abuse or neglect, or know of potential risks to safety 

 follow your procedures to access my sensitive information  

 respect other people’s privacy, including in group activities 

 understand that Carers ACT’s decisions about supports are based on its capacity and 

responsibilities regarding them 

 to listen to other points of view 

 provide reasonable and valuable feedback and complaints 

 respect the rights of others 

 follow all Carers ACT policies and procedures (Available on the Carers ACT website in the 

Client Services Policies document and various service handbooks). 

 

 

.  
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Carer Support Process 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

Initial Contact 
You call Carer Gateway 1800 422 737  

You call Carers ACT 6296 9900 

Registration  
Our intake worker takes your 

details and helps to 
determine which of our 
services best meet your 

needs 

Linking and Information 
With your consent, we’ll 

connect you with 
information and services 

that provide ongoing 
support.  We also arrange 

urgent services as required 
 

Carers ACT  
Group Activity 

If you choose to only attend 
our Group Activities  

Care Planning 
We will work with you to 

plan your caring needs. This 
may be for you and/or the 

person you care for 

Service Delivery 
Participate in agreed 

service/s, including Meet & 
Greet as applicable 

Review 
We will reassess your needs 

and services on a regular 
basis 

Service Requests 
Contact your care planner 

directly 

Exit 
as required 
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Access  
All clients have fair and equal access to our services, services and planning processes without 

discrimination of any kind.  

We aim to identify and eliminate any barriers which may prevent or limit your access however access 

may be limited due to the eligibility requirements of our funding.  

Information 
We make information about our services and services easily accessible, including for people from any 

cultural background. We can arrange for an interpreter and information in other languages if 

required.   

If you have any problems accessing our services, please Contact Us. 

Registration and Assessment  
Registration 
Carers ACT provides services and supports to unpaid family and friend carers and the people they 

care for.  To receive services and support you must register with us.  

Eligibility 
All Carers ACT services have clear eligibility criteria, based on funding guidelines, legislation and 

identified high risk groups.  

Eligibility of you and the person you care for is assessed by the Coordinator at the initial contact if 

possible.  

To be eligible for our Carer services, you must 

 provide regular care and assistance to a family member or friend without payment for your 

caring role. 

 provide ongoing care for at least six months or be likely to be caring for six months or more; 

or be caring for someone with a terminal illness. 

Our funding is limited; therefore, we will prioritise access to services based on: 

 the urgency of your need for assistance – for example a family emergency or your own health 

issues preventing you from being able to provide care 
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 your caring role, including the number of people you care for; how much time you spend 

caring; and whether the person you care for lives with you 

 your health and wellbeing, including your level of stress 

 the care needs and diagnosed conditions of the person you care for 

 whether you need assistance to enable you to work or study 

 whether you have other services already in place 

 

We generally provide services to the main carer (or primary carer) however we recognise that often 

caring is a shared responsibility and there are multiple carers.  However, to register with us, you will 

need to nominate one “primary carer”. We can then record the other carers as “alternate carers”.   

 

In accordance with our funding guidelines, access to some of services will be limited based on  

 requirement for external assessment and referral (e.g. referral from My Aged Care) 

 your place of residence e.g. ACT  

If you or the person you care for are not eligible for services with us, we will offer to link you to other 

organisations that are suited to your needs.  
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Assisting Carers to have a break – “respite” 
Carers ACT is funded to provide supports that enable carers to have a break from caring.   This is 

called “respite”.  A break can be hours, days or weeks.  And the respite can be: 

 in home care so the carer can attend an appointment, social event, or travel for work 

 personal care e.g. showering or dressing 

 attendance at day programs or short stays in aged care homes or disability care facilities 

 provision of equipment that assists with the caring role 

 flexible services that provide a break from caring and assist carers to sustain their caring role. 

Our support is generally provided to the person who does most of the caring and is provided on a 

short-term basis whilst appropriate, sustainable ongoing services are arranged. We cannot duplicate 

services you already have in place.  We also provide these services in the event of an emergency that 

prevents the carer from caring. 

Carers ACT does not directly employ care workers to provide the respite service to you (except for 

the Deakin Cottage and our Disability Services program). We arrange for a local service provider to 

provide the service. This is called a “brokered service”.  When we engage these providers, we enter 

into agreements with them about the services we are purchasing on your behalf, and we also check 

that their staff have appropriate background checks (such as a National Police Check and  ACT 

Working with Vulnerable People Check) and the skills and training to deliver services in accordance 

with the Aged Care Standards and/or the NDIS Practice Standards. .   

In order to arrange these services, we will, with your consent, provide information about you and the 

person you care for and the services required to the service provider. 

We also ask that you contribute to the cost of services we pay for.  Generally, the contribution for 

brokered services is 15% of the cost of service depending on your capacity to pay. – see Fees. 

Referral Consent 
Carers ACT works to enable you to access the most appropriate and relevant services for your needs.  

We will support you to find appropriate, sustainable, ongoing services.  

To achieve this, we may need to refer you to other services in your local community. Before we do 

this, we will ask for your consent to contact the service and share your personal information. 
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Safety and Wellbeing 
Carers ACT is committed to protecting the safety and wellbeing of our clients, including carers, and 

those recognised as more vulnerable including people with disabilities, older people and children.  

We comply with legislation by implementing policies and procedures to minimise the risk of harm 

and abuse, and assure it is reported and acted on as appropriate.  We encourage the development 

of protective behaviours by all our clients and will provide education when appropriate. 

Restrictive Practices 
Carers ACT supports the reduction and elimination of the use of restrictive practices and to ensure 

that when they are used, the least restrictive option is implemented. A restrictive practice is any 

practice or intervention that has the effect of restricting the rights or freedom of movement of a 

person. In the ACT and under NDIS the Senior Practitioner deals with issues with possible restrictive 

practices. We may use “a single emergency use” to prevent harm to a client, but other restrictive 

practices for NDIS participants must be through an NDIS approved behaviour support practitioner. 

Child Safe Organisation 
We also apply the National Principles for Child Safe Organisations by creating a child safe culture and 

adopting strategies to promote child wellbeing and prevent harm to children and young people. This 

includes online settings where we may interact with young people, such as official Carers ACT social 

media accounts.  
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Attendance at group activities 
Carers ACT provides a range of educational, social and wellbeing activities for carers supported by 

funding from the ACT and/or Australian Governments.  Most of these activities are based in the ACT 

due to funding requirements and the location of our office.  Our activities provide respite as a break 

from your caring role. 

Booking and Attending 
Many of our activities are open to all carers living in the ACT, however, at times we will restrict 

attendance due to:  

 eligibility, for example some sessions may be only be funded for carers of people 

o  with specific health conditions, or  

o people who are ageing, or  

o living with disability  

 the impact of your caring role 

 appropriateness to your caring role 

We may also limit the number of activities you attend each year, to ensure fairness and equity in 

support for all carers. 

Our activities are advertised on the “What’s on” page of  our website.  To attend activities, you are 

usually required to register to attend using Eventbrite.  

Some events are by invitation only and invitations are generally sent by email with a link to the 

registration page.  We request that you do not pass on invitations to other carers.  If they have not 

received the invitation it is likely they do not meet the eligibility criteria. 

Respite & Care Recipients  
On some occasions we will invite you to bring the person you care for or members of your family to 

activities, however, most of our activities are for carers only.  We ask that you respect this to allow 

other carers to have a break from their caring responsibilities.   

To maintain an appropriate relaxed environment for all carers in attendance at activities and to 

maintain your confidentiality, it is preferred that you contact Carers ACT’s Carer Support Team on 

1800 422 737 to discuss your individual needs.   
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Fees for Group Activities 
In accordance with our funding contracts, Carers attending group activities are generally required to 

contribute to the cost of services we pay for and the charge will be set in Eventbrite.  – see Fees. 

Cancellations –Generally, fees for activities are non-refundable.  This is because the fee collected has 

been used to pay for applicable activity costs such as the facilitator, venue and catering if provided. 

Guidelines for attending activities and groups 
Carers ACT groups and activities are run to provide you with a break from your caring role, as well as 

education, information and social support.  

We will ensure they are safe, comfortable spaces for all carers who attend. We ask for your support 

to do this, by acting within our Client Rights and Responsibilities. Respect for other carers, and Carers 

ACT staff is shown by, but not limited to: 

 Allowing other carers to share, or not share their caring role 

 Respect privacy and confidentiality of other carers – don’t discuss their lives outside the group 

 Take care not to upset or offend carers who may be vulnerable by avoiding discussion of: 

o Potential trigger topics, such as abuse 

o Topics which are often considered difficult, such as politics or religion 

o Topics considered offensive – often breaching human rights – such as gender, 

sexuality, race, age  

 Understanding that your cultural background may be different to others, and avoiding 

potential clashes with others as a result 

 Recognising that our staff are professionals and your interactions with them should recognise 

this role – see  Staff / Client Relationships 

 Taking responsibility for your own decisions and behaviour 

You must also follow our infection control guidelines outlined in this document which includes not 

attending group activities if you are sick or have symptoms of colds, flus, stomach bugs or other 

illness. 
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Carer Representatives 
Carers ACT recognises that carers representing the organisation can be a powerful and effective 

strategy. At times we may call for carers with the experience and skills to speak up to political and 

other stakeholders. 

What is a carer representative? 
A carer with relevant experience or expertise who has been nominated by Carers ACT to be a 

spokesperson on a government or other stakeholder group to inform policy and program reform and 

delivery that impact on carers and the people they support. 

If you are selected as a carer representative, we will provide you with further information and support 

about your role. You will be required to present information that is evidence based, objective, 

balanced, accurate, informative and timely.   

Carer representatives must only speak to political representatives or other stakeholder groups on 

any significant matter in the name of or on behalf of Carers ACT if: 

 You have the approval of Carers ACT CEO, or delegate; and 

 You have the required expertise to speak on the issue under discussion. 

Support for those leaving the justice system 
Carers ACT recognise that many people in the criminal justice system are considered vulnerable 

people – they have disabilities, are from an indigenous background and so on. 

If you or the person you care for are leaving the justice system, Carers ACT acknowledge that you will 

have many of the same goals and needs as others, but may need specialised or more intense support 

to achieve them. We can provide support to develop goals, skills and interests, ensuring the rights 

and welfare of the person, other participants, and the community. If you need more specialised 

support we will help you access services with the expertise in these areas.  

Fees 
Carers ACT is a Not for Profit, charitable organisation. Most of our services are supported through 

funding from the Australian and/or ACT Governments. We also receive donations that enable us to 

provide services in addition to our Government contracts and some services are provided on a fee 

for service basis. 
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Due to our limited funding, we prioritise access to our services by level of need and we give priority 

to those deemed most at risk. We may also need to limit services to each carer, to ensure fairness 

and equity in support across the ACT. 

Funded services 
For funded services, we generally request contribution of up to 15% toward the cost of these services 

depending on the requirements of our funding contract and your capacity to pay. All contributions 

are reinvested into the service area to provide additional services.  

No one will be denied access to our government funded services due to their inability to contribute. 

If you are having trouble paying, please contact us to discuss. We will negotiate an affordable fee. 

Your contribution will be discussed and agreed when services are arranged.   

Fee for service 
For clients accessing our Disability services, the applicable fee will be as per the NDIS pricing guide 

and your individual plan. 

For other services provided on a fee for service basis, fees will be discussed when services are 

arranged. 

Donations 
Every donation made to Carers ACT will make a difference to the caring community by supporting 

our work to improve carers’ health and wellbeing, resilience and family support. 

Donations of $2.00 and over are tax deductible. Donations can be made online via our website or by  

calling us on 02 6296 9900.  
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Using an Advocate 
An advocate is a person who, with your authority, represents your interests. An advocate can be a 

family member, friend or an independent advocate from an advocacy service (usually funded). 

If you are having any difficulty communicating your needs or concerns, our staff may suggest the use 

of an Advocate.  If you do not have someone to advocate for you, our staff will provide information 

of appropriate advocacy agencies which may include Carers ACT’s independent Carer Advocacy 

service 

You may use an Advocate to support and assist you at any time in your dealings or contact with Carers 

ACT.  You may ask the Advocate to represent, negotiate or communicate on your behalf or just to be 

present with you for support.   

Advocacy Services in the ACT  
 
Carers ACT Carer Advocacy Service    6296 9900 
(for carers only) 
 
Carers ACT Foster and Kinship Care Advocacy Service 6296 9900 
 
ACT Disability, Aged and Carer Advocacy Service  6207 0707 
(ADACAS, for carers, older people, people with disabilities and mental health consumers) 
 
Advocacy for Inclusion     6257 4005 
(for people with disabilities only) 
 
ACT Mental Health Consumer Network   6230 5796 
(for mental health consumers)  
 
Public Advocate      6205 2222 
(for people with disabilities and mental health consumers) 

 

Complaint services in the ACT might be able to support you to advocate for your rights. Refer to 
Feedback and Complaints. 

Gifts 
To avoid potential conflict of interest, and offending you, we ask that you do not give individual staff 

gifts. Staff are unable to personally accept any gifts and will: 

 share any inexpensive gift with other staff and clients 

 report all gifts to their supervisor, who may contact you to discuss your gift giving 
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Feedback and Complaints 
Carers ACT welcomes all feedback.  We record and review all positive and negative feedback to 

continuously learn and improve our performance. We regularly seek feedback through surveys and 

other means. 

If you have concerns, we encourage you to contact us so that we can work with you to resolve the 

matter.   We will deal with all complaints: 

 fairly, confidentially, and seriously 

 without bias, discrimination or fear of retribution 

 in a timely manner 

 using a transparent and accountable process 

 with the aim of satisfactory resolution 

Anyone making a complaint will be offered the opportunity to speak to the relevant supervisor, team 

leader or manager to discuss the issue.  If not resolved, it will progress to our formal process. 

You may also use an advocate and/or translator in any discussions with Carers ACT regarding your 

complaint.  We can help you with this, if desired. 

Where a complaint is about a specific employee, we will follow the principles of natural justice by 

informing the employee about the nature and content of any complaint about them and giving them 

the right to be heard by an unbiased decision maker. 

Where a complaint remains unresolved, you may refer the complaint to the relevant funding body; 

ombudsman or commissioner.  Some organisations you can complain to are listed below.  As part of 

our complaints procedure we will provide you with details of who else you can contact. 

Organisations you can complain to: 
ACT Human Rights Commission    6205 2222 
human.rights@act.gov.au 
 
Aged Care Complaints Commissioner    1800 550 552 
www.agedcarecomplaints.gov.au 
 
Commonwealth Ombudsman (NDIS services)   1300 362 072 
http://www.ombudsman.gov.au/making-a-complaint 

You might also want to seek legal advice. Please see Community Legal Centres. 
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Unreasonable Complaints 
Carers ACT is committed to being accessible and responsive to all who provide feedback or make a 

complaint. At the same time the success of Carers ACT depends on:  

 our ability to do our work and perform our functions in the most effective and efficient ways 

possible  

 the health, safety and security of our staff, and 

 our ability to allocate our resources fairly.  

If complaints are made in an unreasonable manner, this can significantly affect our success. An 

unreasonable manner could mean you have used: 

 unreasonable persistence: persistently demanding a review and/or refusing to accept logical 

explanations and final decisions; or bombarding our staff after repeatedly being asked not to 

do so; 

 unreasonable demands: insisting on outcomes that are not possible or appropriate; insisting 

on talking personally to CEO when it is not appropriate; or demanding services of a nature or 

scale that we cannot provide when this has been explained repeatedly; 

  unreasonable lack of cooperation: sending a constant stream of information without clearly 

defining the complaint; displaying unhelpful behaviour such as withholding information or 

acting dishonestly; or refusing to follow process without clear justifiable reason for doing so; 

 unreasonable arguments: which fail to follow logical sequence or are not supported by any 

evidence or are false, inflammatory or defamatory; or 

  unreasonable behaviour: acts of aggression, verbal abuse, harassment, emotional 

manipulation, or threats of harm to self or third parties. 

As a result, we may need to deal these complaints differently, and you will be notified in writing if 

this is the case. We may: 

 give you a single point of contact 

 change the services you access 

 restrict your contact to certain topics or contact methods 

In this situation we will also provide you with details of who you may refer the complaint to external 

to Carers ACT.  
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Diversity 
Carers ACT celebrates the diversity of our community and acknowledges differences in thinking, 

acting, qualities, skills, experiences and backgrounds. We value diversity and are dedicated to being 

inclusive, recognising and respecting all members of our community, including those who: 

 culturally & linguistically diverse, 

 Aboriginal and Torres Strait Islander, 

 Identify as spiritual or religious 

 vary in expression sexual identity, gender identity and relationship status. 

We ensure all our staff complete cultural and diversity training and expect our staff to work in a 

manner sensitive to, and respectful of, diversity. 

Carers ACT also has a commitment to building positive and respectful relationships with Aboriginal 

and Torres Strait Islander peoples and providing culturally appropriate services. 

Staff / Client Relationships 
Carers ACT staff are experienced and qualified in their area. We understand that strong working 

relationships with you are essential, but that these relationships must be professional. Personal 

Relationships developing between staff and clients create issues such as increasing vulnerability and 

the chances of conflict of interest. We ask that you support us in this by: 

 Identifying existing relationships 

 Avoid developing a personal relationship with Carers ACT staff, including but not limited to: 

o socialising after work 

o contacting or sending requests on social media 

o asking for staff’s personal contact details 

 Not contacting staff outside business hours 

 Don’t place staff in a situation where one of you might have a personal or financial gain, 

through business, party plan and so on 
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Health and Medications  
Carers ACT is committed to providing a safe and healthy environment for staff and others in the 

workplace. Staff and all stakeholders are expected to take personal responsibility for creating and 

maintaining a safe and healthy work environment. 

Injuries and Incidents  
All injuries, incidents and accidents must be recorded and reported. If an injury or incident occurs to 

anyone in our workplace or in our care, staff will: 

 apply first aid 

 call an ambulance / emergency services as required 

 notify the emergency contact as soon as possible 

 advise their manager 

 complete an incident report and document all events and actions 

Infection Control and Infectious Diseases 
We take steps to reduce the risk of infection, and expect all staff and anyone using our services to:  

 follow basic infection control procedures such as thoroughly washing hands and drying hands, 

covering mouth when coughing or sneezing  

 avoid attending our services when sick (eg with flu, colds and stomach bugs) 

 let us know of any notifiable conditions3 as soon as they are known. You have the right to 

keep this information private, but it can help us provide safer services if we know. 

Carers ACT will ensure all staff employ routine infection control precautions and equipment, in line 

with current legislation and guidance. 

Medication 
The person you care for may need to take medications while attending a Carers ACT service. We will 

ensure that relevant Carers ACT staff are trained to assist with self-administration of medications 

where necessary. You will receive more information on the handling of medications when you book 

into a relevant service.  

  

 
3 Notifiable conditions are generally highly infectious and / or potentially very serious.  The law requires medical 
professionals to report them to the ACT’s Chief Health Officer. http://www.health.act.gov.au/public-
information/public-health/disease-surveillance  
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Privacy & Confidentiality  
Carers ACT is committed to protecting your privacy and the privacy of any personal information 

provided to us. We comply with the Australian Privacy Principles set out in the Privacy Act 1988 (Cth) 

(Privacy Act) and the Privacy Amendment (Enhancing Privacy Protection) Act 2012 (Cth). 

What personal information do we collect and why do we need it? 
Carers ACT may collect personal and sensitive information from you in order to provide you with 

appropriate services. The information that we collect about you or the person you care for, may 

include, but is not limited to, identity and contact details, gender, culture, financial information and 

health, including any disabilities.  We also collect information about your caring situation.  When you 

contact Carers ACT, we explain why we are collecting your information and seek your consent to 

collect and hold your information.  We will only collect sensitive personal information that is directly 

related to our services. 

When you use our services, Carers ACT can only comply with your request to use a pseudonym or 

not identify yourself if it is reasonable or lawful for us to do so. 

Use of personal information 
We use the personal information we collect and hold to provide: 

 Carer Support Services such as care planning, counselling and respite  

 Services to people with a disability or who are aged through our disability and aged care 

services 

 Communication and marketing 

 De-identified information in our systemic advocacy work to improve services for carers and 

the people they care for 

 De-identified statistical data for our funding bodies including government. 

We will not use your personal information for any purpose that you would not reasonably expect 

unless it is required by law. 

How do we collect your personal information? 
Information is primarily collected directly from you. It might also be collected on occasion by our 

contractors or from service providers, and it could be in writing, by telephone and by other electronic 

communication channels.  
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We may also need to obtain your personal information from others, with your consent, to ensure 

that we are fully informed for the provision of appropriate services. 

Who will see or have access to your personal information? 
Unless we are required to provide your personal information to others by law, by court order or to 

administer or investigate an incident or a claim, your information will only be seen or used by persons 

working within or contracted to Carers ACT. 

Information disclosed to program funding bodies for the purposes of reporting is de-identified. 

However, with your consent, we may share your information with funding bodies for follow up 

research or surveys or as part of a quality review process.  We may need to share your information 

with third-party service providers for the purposes of service provision and will only do so with your 

consent.   

Security of information 
Our information systems and files are kept secure from unauthorised access and our staff and 

contracted agents and service providers have been informed of the importance we place on 

protecting your privacy and their role in helping us to do so. Information will be stored and disposed 

of in a secure environment, which may only be accessed by authorised personnel.  We will take all 

reasonable steps to destroy or de-identify your personal information if Carers ACT no longer requires 

it or if there is no legal reason to retain it. 

Checking and correcting the personal information we hold 
You are entitled to view what personal information we hold about you. This will be the case unless 

there is a relevant exception under the Privacy Act or relevant law that applies.  We will require 

photographic proof of identify and proof of current residential address before we give you access to 

your file.  This is to ensure that we do not give your personal information to the wrong person. 

If you believe there are errors in our records about you, please let us know and we will investigate 

and correct any inaccuracies. 

Confidentiality with group settings 
All groups facilitated by Carers ACT require participants to respect and maintain the confidentiality 

of all group members. Therefore, it would constitute a breach of confidentiality should participants 

discuss other participants outside of the group environment.   
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Cookies 
Our website may use cookies or other online technologies to provide a better browsing experience.  

If you prefer not to have cookies collected, you can disable this option in your browser settings. 

Website tracking 
Carers ACT uses external providers to track visits to our website. This information is collected 

anonymously and website trends without identifying individual visitors. 

We use this information to track the effectiveness of our website. Types of data collected include 

visits, viewed pages and the technical capabilities of our visitors. These statistics will not identify you 

as an individual. 

External websites 
Carers ACT’s privacy policy does not apply to external links, social media or other websites. These 

third party websites may collect your personal information. We encourage you to read the privacy 

policies of external website. Carers ACT does not accept responsibility for any content contained on 

sites linked to by Carers ACT. 

Direct marketing 
Apart from notifying you of our service offerings, we do not, without your consent, sell, rent, license 

or otherwise disclose your information to any party not contracted to us for the purposes of direct 

marketing. An “opt out” mechanism is provided to enable you to stop receiving any direct marketing 

material from Carers ACT. 

Cross border disclosure of information 
In order for us to provide our services to you, we may store your information on servers/systems that 

are not in Australia. Carers ACT will take all reasonable practicable steps to ensure contracted data 

storage providers protect the security of our data in accordance with the Privacy Act. 

Privacy Officer 
If you have any questions, complaints or concerns over the protection of the information you have 

given to us, or that we have collected from others, contact the Privacy Officer at: 

Chief Operating Officer, Carers ACT 

2/80 Beaurepaire Cres 

Holt ACT 2615 
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We will respond to your question, concern or complaint within 30 days. 

If we fail to resolve your complaint, you may refer the matter to the Australian Information 

Commissioner www.oaic.gov.au. 

Community Legal Centres 
“Community legal centres are independent, non-profit, community-based organisations that provide 

free and accessible legal and related services to everyday people, including people experiencing 

discrimination and disadvantage. 

Community legal centres provide a range of services including information, referral, legal advice, non-

legal support, duty lawyer services, and casework including representation services.”4  

In the ACT  
Canberra Community Law     6218 7900 
https://www.canberracommunitylaw.org.au/ 
 
Legal Aid ACT       1300 654 314 
http://www.legalaidact.org.au/ 
 
Women’s Legal Centre ACT     6257 4499 
http://womenslegalact.org/ 
 

Communication  
Carers ACT will communicate with you, to: 

• invite you, and in some circumstances the person you care for, to group activities 

• keep you up to date with our organisation 

• inform you of local happenings 

You can also keep up to date by following up on social media – Facebook and Twitter 

  

 
4 Community Legal Centre, NACLC http://www.naclc.org.au/cb_pages/clcs.php 
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Ceasing Service 
You can advise us at any time you no longer wish to receive services from Carers ACT.  (Any notice 

periods that applies will be included in service documentation provided to you). 

Occasionally, where there is good reason, Carers ACT may choose to end services to you. Reasons 

may include: 

 breaches of Client Rights & Responsibilities: in particular being abusive to, or disrespecting, 

our staff, other clients or other workers we have engaged to assist you 

 our services no longer meet your needs or you no longer meet the service eligibility 

 client or staff safety is at risk 

We try to make the process of leaving fair and transparent and will discuss reasons with you and 

make all efforts to agree the steps taken to cease service.  Where possible we will also work with you 

to transition to other services.   

Carers who have ceased caring 
Carers ACT is funded to provide services to people who are carers, therefore, when you cease caring, 

including by bereavement, Carers ACT will need to cease providing services to you.  To assist you 

through this change, within six months of you ceasing your caring role, we are able to offer you 

counselling. 

If you have been attending a support group (funded), the facilitator will work with you to transition 

you to other services. 

If you have been participating in an unfunded peer-led group your continued participation will be 

based on the groups own rules and generally you will be able to continue to participate. 

If you disagree 
If you disagree with our decision to cease services, we may advise you to follow our Feedback and 

Complaints process or seek Advocacy. 
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Definitions 
accessible Able to be used. Commonly referring to the physical environment – 

such as using ramps instead of steps – but also refers to how we 

present information and remove barriers from our services. 

advocacy When one person speaks up on behalf of another, or others. 

assessment A process where we check if you / the person you care for are 

eligible for our services. 

brokerage If we purchase services from another service provider, we are 

brokering the service. 

carer A person who provides care and support to another, without being 

paid to do so. 

consent When you give us the OK to do something. We will always ask for 

your consent to share your personal information. 

contribution The money we ask you to pay toward services. Our funding doesn’t 

cover the whole cost, so we ask you to contribute, or pay a small 

part. 

diversity Difference between people, for example, cultural background, 

gender, spiritual beliefs, language and so on. 

eligibility The conditions you need to meet to use our services. Usually 

determined by our funding agreements. 

empower Giving someone the skills and confidence to do things themselves 
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exit When a client leaves a Carers ACT service. 

feedback Anything stakeholders tell us about our services is feedback, 

whether positive or negative. A complaint is a form of negative 

feedback. 

grievance Reporting a complaint, usually minor. In this handbook it’s used to 

describe when the person you care for has a different opinion to 

you, and wants a different outcome. 

guardianship A legal term describing when one person is legally able to make 

decisions for another, who is not capable of doing so. 

Infection control Procedures we use to stop the spread of infection and reduce 

sickness. 

linkages Previously known as referral and brokerage, linkages are any time 

we connect you with another service outside Carers ACT 

notifiable diseases Any disease required by law to be reported to the government. 

referral If we can’t provide a service, we may offer to refer you to another 

service. They may provide the service instead. 

replacement care This is another term for respite.  It is when another person takes 

over your caring responsibilities temporarily, so that you can have a 

break. 

respite Respite is taking a short break from your caring role. It is when 

another person takes over your caring responsibilities temporarily, 

so that you can have a break. 

transparent Without being hidden. We will share how we make decisions and 

take actions, if asked. 

 


