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Acknowledgement of country

Calvary acknowledges the Traditional 
Custodians and Owners of the lands on 
which our homes are located. Calvary 
recognizes that these Custodians have 
walked upon and cared for these lands for 
thousands of years. We acknowledge the 
continued deep spiritual attachment and 
relationship of First Nations Peoples to 
this country and commit ourselves to the 
ongoing journey of Reconciliation.



Welcome to  
your new home.

We understand the significance of this change in your life.

This handbook is designed to provide you with all the 
information you need as you settle in. This is your home and 
we want you to feel safe, secure, valued and welcomed. 

If you have any questions, concerns or ideas that will make 
your life easier, please let us know – this is your home and our 
door is always open.

We are here to support you every step of the 
way to ensure this transition is as comfortable 
as possible. 
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Spirit of Calvary
Being for others

Everyone is welcome.

You matter. We care about you.

Your family, those who care for 
you, and the wider community 
we serve, matter.

Your dignity guides and shapes 
the care we offer you.

Your physical, emotional, 
spiritual, psychological and social 
needs are important to us.

We will listen to you and to those 
who care for you. We will involve 
you in your care.

We will deliver care tailored to 
your needs and goals.

Your wellbeing inspires us to 
learn and improve.

Continuing the Mission of the Sisters of the Little Company of Mary



Our mission, vision and values
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Our Values are visible in how we act and treat each other. We are 
stewards of the rich heritage of care and compassion of the Little 
Company of Mary. We are guided by these values:

Hospitality demonstrates our response to the desire to be 
welcomed, to feel wanted and to belong. It is our responsibility to 
extend hospitality to all who come into contact with our Services by 
promoting connectedness, listening and responding openly.

Healing demonstrates our desire to respond to the whole person 
by caring for their spiritual, psychological and physical wellbeing. 
It is our responsibility to value and consider the whole person, 
and to promote healing through reconnecting, reconciling and 
building relationships.

Stewardship recognises that as individuals and as a community 
all we have has been given to us as a gift. It is our responsibility to 
manage these precious resources effectively now and for the future. 
We are responsible for striving for excellence, developing personal 
talents, material possessions, our environment, and handing on the 
tradition of the Sisters of the Little Company of Mary.

Respect recognises the value and dignity of every person who is 
associated with our Services. It is our responsibility to care for all 
with whom we come into contact with justice and compassion no 
matter what the circumstances, and we are prepared to stand up 
for what we believe and challenge behaviour that is contrary to 
our values.

Hospitality

Healing

Stewardship

Respect

Our Values

Our Mission
We bring the healing ministry of Jesus to those who are
sick, dying and in need through “being for others”:
• in the Spirit of Mary standing by her Son on Calvary;

• through the provision of quality, responsive and

• compassionate health, community and aged care 
services;

• based on Gospel values; and

• in celebration of the rich heritage and story of the 
Sisters of the Little Company of Mary.

Our Vision
As a Catholic Health, Community 
and Aged Care provider, to 
excel, and to be recognised as a 
continuing source of healing, hope 
and nurturing to the people and 
communities we serve.

Continuing the Mission of the Sisters of the Little Company of Mary



Our mission, vision and values
Safeguarding commitment statement

Calvary is committed to safeguarding 
the welfare and dignity of all children 
and adults. In keeping with our mission, 
vision and values, Calvary is committed 
to providing a safe environment for 
all people who enter Calvary facilities 
and receive care from Calvary in their 
homes, especially children and adults 
at risk. In accord with the National 
Catholic Safeguarding Standards, we 
are committed to:

• A zero tolerance approach to the 
abuse of children and adults at risk.

• Acknowledging the importance of 
actively listening to and empowering 
children and adults at risk to be 
agents in their care.

• Acknowledging that all families and 
communities have an obligation to 
protect children and adults at risk.

• Promoting the safety of all children 
and adults at risk who come from 
diverse backgrounds, by especially:

• Promoting the cultural safety 
of children and adults at risk 
from culturally and linguistically 
diverse backgrounds;

• Ensuring that everyone with 
a disability is safe and able to 
participate equally; and

• Promoting an environment of 
cultural safety, participation 
and empowerment for First 
Nations’ people.

• An emphasis on safeguarding 
in recruitment practices across 
the organisation.

• Treating all allegations and concerns 
seriously and promptly responding to 
these in line with the Calvary rights 
and responsibilities brochure.

• All employees, contractors and 
sub-contractors, visiting medical 
officers, volunteers, students on 
placement, researchers, partners 
and visitors, consultants and agents 
are equipped with the training, 
knowledge and skills to promote a 
culture of safeguarding, by abiding 
by our policies and procedures.

• Regular internal and external risk 
assessments to reduce the possibility 
of harm.

• Regular reviews of our policies and 
procedures to help drive continuous 
improvement and to protect children 
and adults at risk from harm.

All staff, volunteers, visiting medical 
officers and executives will model 
compliance with policies and procedures.
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The Community Care Story
Calvary Community Care has been supporting people in 
their own homes and communities for over 20 years. We 
deliver a range of aged care, disability and other support 
services that enable independence, improve social 
connections and promote positive health and wellbeing.

The Residential Aged Care 
and Retirement Living Story
Calvary Residential Aged Care and Retirement Living 
provides quality care and services within a supportive 
environment in which residents are respected for their 
individuality. Calvary has 64 residential aged care homes, 
and 17 retirement living villages across the country.

The Hospitals Story 
Calvary has four public and 10 private hospitals that provide acute and sub-acute 
care. Eleven of our hospitals work together to provide complementary care across 
the regions in which they operate including: three hospitals in ACT, three hospitals 
in South Australia and four hospitals in Tasmania, including two hospitals in 
Hobart and two hospitals in Launceston. Our single hospitals in Riverina, Sydney, 
Newcastle and Melbourne work closely with local area health networks to provide 
valued services for our communities. 

The  
Calvary Story
Calvary has provided health care to the 
most vulnerable Australians, including 
those reaching the end of their life, since 
the arrival in Australia of the Sisters of 
the Little Company of Mary in 1885. We 
are a charitable Catholic not-for-profit 
organisation operating across six states 
and territories in Australia with over 18,000 
staff and volunteers, we have a national 
network of 14 Public and Private Hospitals, 
72 Residential Care and Retirement 
Communities and 19 Community Care 
service centres.

You matter. 
We care  

about you.
Caring for 

Australians  
since 1885 

1,406

9,255

7,027

5,394

EMPLOYEES
1,113 SUPPORT WORKERS 

293 OFFICE SUPPORT STAFF

CLIENTS

EMPLOYEES
217 SUPPORT STAFF

RESIDENTS

9,861
EMPLOYEES

8,872 EMPLOYEES  |  989 VOLUNTEERS

2,730 285,691
BEDS ADMISSIONS

4.7 15.3
AVERAGE LENGTH OF STAY (DAYS) 

NON-REHAB
AVERAGE LENGTH OF STAY (DAYS) 

REHAB

6,407 573,277
BIRTHS OUTPATIENTS

127,754 151,248
EMERGENCY PRESENTATIONS SURGICAL PROCEDURES

61 14
SERVICE TYPES HOSPITALS  

VIC | NSW | SA | ACT | TAS

80
AVERAGE CLIENT AGE

1,269,843
HOURS OF CARE

122
SERVICE TYPES

19
SERVICE CENTRES VIC | NSW | SA | ACT | TAS | NT

85
AVERAGE RESIDENT AGE

5,822,441
HOURS OF CARE

553 5,722
INDEPENDENT LIVING UNITS BEDS

72
FACILITIES VIC | NSW | SA | ACT | TAS | QLD

As at 31 December 2021
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Our people

We employ dedicated and enthusiastic 
people who have a passion for care 
and achieving excellence in all they do. 
We strive to deliver care that exceeds 
the expectations of our residents and 
their families.

Our people are selected on the basis 
of their qualifications, skills, experience 
and alignment with our mission and 
values. We are committed to ongoing 
training and education to support 

staff in delivering quality services. 
We liaise regularly with research and 
training bodies to ensure the skills and 
knowledge of staff remains up to date 
and that they are provided with the 
necessary tools to perform their job to 
the best of their abilities.

Our people aim to deliver exceptional 
customer service and person-centred 
care, that is care that is all about you 
and what you need and want. 

We are a welcoming and innovative organisation.

Helen Gayner, Home Manager 
Calvary St Joseph’s
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They are committed to Calvary’s Code 
of Conduct, our internal governance 
systems, the requirements of 
government legislation, and the needs 
of our communities. 

Our aim is for a collaborative, supportive 
culture where we can all thrive. We are 
committed to providing environments 
free of bullying and harassment, 
therefore these behaviours will not 
be tolerated. 

We support the privacy of our staff, 
therefore photography, filming or sound 
recording is not permitted in our homes 
without prior written consent of people 
being filmed. 

Our key personnel

There are a number of key personnel 
you will meet during your stay with 
us. These are the people who are 
responsible for maintaining a high 
quality of care and ensuring that your 
time with us is comfortable and safe.

General manager

There is a general manager for each 
of Calvary’s services who oversees the 
operational practices of all homes within 
their region. They work closely with the 
home manager of each home to ensure 
they receive the appropriate support 
so that you receive the highest possible 
care and support. 

Home manager

The home manager is responsible for 
managing all staff as well as maintaining 
the day-to-day running of the home in 
which you reside.

 

We have a range of staff to meet 
your needs, some of these include:

• Registered Nurses

• Care Support

• Catering and Hospitality

• Allied Health

• Pastoral Care

• Leisure and Lifestyle

• Maintenance

• Reception and 
Administration Support

We also have a wonderful team 
of volunteers who further add 
value to the experience of 
our residents.
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Moving in to your 
new home

Accommodation

Calvary offers a range of accommodation 
options depending on your care needs.

We endeavour to best match your 
needs with the accommodation 
available and we are committed to 
providing a comfortable, home-like 
environment. Utilities such as electricity 
and water are provided by Calvary.

Your room

Your room is your own personal space. 
Precious memories are often contained 
in photos, pictures and ornaments, 
so please bring them with you to 
make your room more comfortable. 
We supply a bed, a lockable bedside 
cabinet and a wardrobe space.

If you want to bring in additional 
furniture or electronic items, please 
discuss your plans with a member of 
staff as Calvary must consider the 
health and safety implications. For 
example, some chairs may put our staff 
at risk if they are required to lift you out 
of them. Electrical equipment must also 

go through a safety check to ensure we 
continue to provide a safe environment 
for everyone within the home. 

If you plan on hanging, assembling or 
moving any furnishings, please notify staff 
and they will organise for our maintenance 
team to complete this for you. 

We do ask that all of your personal 
belongings are clearly marked with your 
name. Where possible, avoid bringing 
valuable items and excess money with 
you. Although all caution will be taken 
to keep these items safe, Calvary can 
take no responsibility for lost or damaged 
goods. We recommend that you arrange 
personal insurance for any valuables 
(e.g. jewellery) as personal items are not 
covered under Calvary’s insurance policy.

At the end of your stay, all personal 
items must be removed soon after 
permanently departing the room.
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Radios, televisions and  
other electrical items

Calvary provides televisions in common 
lounge areas and at some homes 
televisions are provided in your room. If 
you would prefer, you are welcome to 
bring in your own radio and television 
for your room. We recommend that you 
arrange to have your own insurance 
for these items as security or damages 
are not the responsibility of Calvary or 
the service. 

We ask that the volume of your radio 
and television is at a level  that doesn’t 
disturb other residents. If you need to 
have the volume higher, we encourage 
you to use earphones or headphones.

Please consider other residents when 
using your television, music system, 
radio and when you have visitors. 

All electrical items you wish to bring in 
must comply with relevant legislation 
for use in homes (e.g. for fire risks) and 
be tested and tagged as safe to use by 
the Calvary service.

Cleaning

Your home is maintained in a clean and 
tidy state by Calvary staff or Calvary 
contractors. Your personal areas will 
also be cleaned unless you choose to 
maintain your own room. Where you are 
able, we would ask that you keep your 
room tidy and dust personal objects 
and ornaments.

Calvary Cessnock Leisure and 
Lifestyle Coordinator Kate Walker 
serves tea to resident Gloria
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Room changes

Please be aware that if a room change is 
at your request, it may incur additional 
payments should the published price 
of the new room be greater than your 
current room. If the published price 
of the new room is less than your 
current room, your payment amounts 
will change to reflect the published or 
negotiated price of the new room.

Clothes labels and laundry

At Calvary, all of your clothing items 
must be labelled. The preferred option 
is using the Calvary labelling system. 
We can arrange for labelling at a small 
additional cost. Alternatively, a black 
marker pen can be used to label items.

Laundering of personal clothing is 
carried out for no extra charge. Please 
note that woollens will shrink in our 
commercial machines and we do not 
offer a hand washing or dry-cleaning 
service. Arrangements for laundering 
of woollen or dry-clean only articles 
will need to be made by residents and 
their representatives.

Please speak to a staff member if 
you have any questions about the 
laundry service. 

Calvary Bayview, VIC
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Choice and decision-making

We will work with you through 
assessments and planning to develop 
care and services with a focus on 
optimising your health and well-being  
in accordance with your needs, goals 
and preferences. You will be supported 
to make informed choices that 
maximise your independence.

Partnership means we will engage with 
you and anyone else you would like 
involved throughout assessment and 
care planning to make sure your needs 
and preferences are well understood. 
We will check that the plan is as you 
need it and gain your consent where 
that is needed. 

Your care plan is always available for 
you to take as a copy or discuss. We 
will meet with you, and/or anyone 
you would like to involve, regularly to 
discuss, review and update your plans. 
You can also ask for a meeting at 
any stage.

Resident safety and  
the dignity of risk 

Safety is a prime consideration for 
everyone across Calvary services; 
however, if you are able to make 
decisions for yourself, you have the right 
to participate in activities which may 
involve a degree of risk. 

‘Dignity of risk’ concerns your right 
to make your own decisions about 
care and services, as well as your 
right to take risks. Calvary takes a 
balanced approach to managing risk 
and respecting your rights. If you 
make a choice that is possibly harmful, 
then Calvary is expected to help you 
understand the risk and how it could 
be managed. Together, we will look for 
solutions that are tailored to help you 
live the way you choose. 

We will partner with you to assess and plan the 
care and services that you need for your health 
and well-being. 
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Staff may discuss the potential 
consequences of the activity with you, 
your family or representative, in order 
to understand the risk and how it could 
be managed. 

Your final decision to participate in the 
activity will be respected.

Calvary also has other responsibilities for 
the health and safety of the workforce 
and others in the service environment. 
In meeting these obligations, we will 
endeavour to look for solutions that 
have the least restriction on your choices 
and independence.

Calvary Scottvale, VIC
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Residential aged care providers have a responsibility to provide 
care and services for residents in accordance with the Aged 
Care Act 1997. These include a number of Personal Care and 
Services and Accommodation Services outlined below.

Personal care and services

Residents have the right to receive specified care and services, which can include: 

• Assistance with daily living 
activities including individual 
attention, supervision and physical 
assistance for activities such as 
personal hygiene, continence or 
incontinence, eating and eating aids, 
dressing, communication, movement 
and mobility

• Emotional support

• Medication management such as 
treatments and procedures carried 
out according to the instructions of 
your nominated health professionals 

• Recreational activities suited to the 
resident and support participating  
in these activities

• Rehabilitation support and 
individual therapy programs aimed at 
maintaining or restoring a resident’s 
ability to perform daily tasks

• Assistance in obtaining health 
and specialised therapy services 
through a referral to allied health 
professionals (such as the Dementia 
Behaviour Management Advisory 
Service (DBMAS) and local mental 
health services)

• End of Life and Palliative Care 
services specific to aged care 
(including goals of care discussions)

• Support for residents with a 
cognitive impairment (such as 
dementia or behavioural disorders) 
through individual therapy activities 
and specific programs

• Clinical care and nursing services 
such as care planning, wound 
management, infection control, and 
oxygen therapy. 

Our care and services
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Accommodation services

All Calvary residents have the right to 
receive specified accommodation and 
services which can include:

• General operation and 
administration of the home, 
including resident documentation

• Adequately maintained buildings 
and grounds

• Accommodation utilities such as 
water and electricity

• General furnishings such as 
bedside lockers and furniture for 
common areas

• Bedding, including a mattress, linen 
and blankets

• Cleanliness and tidiness of the entire 
home (excludes a resident’s personal 
area if the resident so chooses)

• The safe disposal of waste material

• General laundry for both heavy and 
personal laundry services

• Toiletry goods such as bath towels, 
face washers, soap and toilet paper

• Meals and refreshments of adequate 
variety, quality and quantity for 
each resident

• Engaging social and lifestyle activities

• On-call staff to provide 24 hour 
assistance and care.

Spiritual care

Spiritual care has always been an 
integral aspect of the service we 
provide at Calvary. This recognises that 
essentially, we are all spiritual beings 
and that we all search for meaning, 
purpose and connection in our lives.

Many people find expression of their 
own spirituality through a particular 
religious faith and the various prayers 
and practices that accompany that 

Resident Josina at Calvary Elouera
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faith, but others may find meaning 
through music, art, nature or 
relationships. Calvary respects each 
person’s faith, beliefs and choices and 
ensures that you are able to live out 
your own particular faith or religion 
according to your wishes.

Ministers of various denominations 
are always welcome and many visit 
our homes regularly. Church services 
are held regularly, including Catholic 
Masses, and we can provide you with 
regular access to the sacraments and 
other means of prayerful support and 
spiritual nourishment. Our staff can 
provide you with details about church 
services and other religious support 
options available to you. Some of our 
homes employ specialist pastoral carers 
who provide emotional and spiritual 
care to you and your family members, 
regardless of your faith background.

All Calvary homes operate in 
accordance with the Code of Ethical 
Standards for Catholic Health and Aged 
Care Services in Australia, which means 
there may be some circumstances 
where some specific services may not 
be able to be provided.

Anti-discrimination

Calvary celebrates diversity and 
therefore has anti-discrimination policies 
and procedures in place to ensure the 
rights of every individual are upheld.

The policies comply with  
anti-discrimination legislation and 
extend to residents, staff and visitors. 
You are encouraged to contact the 
manager if you have any concerns 
regarding discrimination. Your 
confidentiality is assured at all times.

Intimacy, sexuality and 
sexual expression 

We recognise that your sexuality is a 
fundamental aspect of your identity 
and the way you view yourself. We 
understand that although you have 
entered an aged care service, intimacy 
and sexuality may remain integral to 
your well-being. 

With this in mind, we respect your right 
to live out your sexuality in a way that 
gives expression to who you are, while 
being mindful and respectful of the 
impact on the other residents and staff.

Cultural beliefs

An individuals culture, diversity, 
values and beliefs will be respected. 
For example, clothing or dietary 
preferences, will be recognised and 
respected. We strive to ensure all 
residents feel culturally safe.  
Interpreters are available on request.

Continuing the Mission of the Sisters of the Little Company of Mary  |  17



As for all aspects of your care and 
service we will engage with you 
regularly to ensure your care plan 
reflects your needs, gain your consent 
where needed and ensure you are 
satisfied with your care.

Medication management 
and administration

The safe and effective administration 
of medication is an important part of 
your care. Calvary uses an electronic 
medication management system to help 
control the distribution of medication. 
To assist in keeping all residents safe, 
it is important that you never loan or 
share your prescribed medications 
with others. 

General practitioner

Retention of your current General 
Practitioner (GP) is encouraged if 
your GP is able to continue to care for 
you. If not, it is important that copies 
of previous medical records are made 
available to your new GP and that a 
comprehensive medical history is given 
so that the best possible care can 
be offered. 

You should ensure that your nominated 
GP is able to visit you in the home, as 
Calvary does not employ GPs. Calvary 
cannot direct GPs - instead we work 
collaboratively with you and your GP as 
a partner in your care. 

Appointments

External health care appointments can 
be made as required by the registered 
nurse in consultation with you. If you 
have nominated someone else to make 
these appointments, please ensure staff 
are notified so that the appointments 
can be diarised. 

We recommend that you have private 
ambulance insurance. Ambulance costs 
are the responsibility of you or your 
Power of Attorney. The ambulance 
service will not transport you to 
outpatient appointments if you are 
capable of travelling by car.

Transport, transport costs and escort to 
external appointments are the responsibility 
of you or your family. At times, our staff 
can assist you with these arrangements 
but transport fees may apply. 

Health services and therapies
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Dental

When professional dental care is 
required, it is advisable that you and 
your family makes arrangements for 
you with your regular dentist. For 
further information regarding dental 
care options, please contact our staff.

Dentures

It is most important that your dentures 
are well fitting and in good condition.  
Ill-fitting dentures cause severe 
discomfort and can affect your ability to 
eat. Whilst every care is taken to ensure 
dentures are not lost or broken, Calvary 
cannot be responsible for any loss or 
damage of dentures.

Audiology / Hearing aids

An appointment can be organised 
with the Australian Hearing Services 
if required. We will take all reasonable 
care to ensure your hearing aids are 
looked after; however, do not take 
responsibility if lost or stolen. 

Optometry

An appointment with the 
Commonwealth Optometry Services 
can be arranged if required.

Physiotherapy

We provide a limited physiotherapy 
service and do not provide intensive 
rehabilitation. We can facilitate a private 
appointment with a physiotherapist at 
your cost.

Occupational therapy

An appointment with an occupational 
therapist can be arranged at your cost.

Pharmacy services

Each home partners with an 
accredited pharmacy that covers 
all of their pharmaceutical needs 
including medications. 

If you have any concerns regarding your 
account or service, please contact the 
pharmacy directly.
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Podiatry

An appointment with a podiatrist can 
be arranged. Please discuss with us any 
potential costs.

Specialist services

Referrals may be made for specialist 
services and advice to organisations 
such as the Residential Care Line, 
Dementia Behaviour Management 
Advisory Service (DBMAS) and Mental 
Health Services if required.

Voluntary Assisted Dying (VAD)

Calvary is not involved in the 
implementation of any Voluntary 
Assisted Dying legislation and Calvary 
does not provide services permitted 
under Voluntary Assisted Dying 
legislation or any similar legislation. 
Calvary does not facilitate or participate 
in assessments undertaken for the 
purpose of a person having access 
to or making use of the interventions 
allowed under Voluntary Assisted Dying 
legislation, nor does Calvary provide (or 
facilitate the provision of) a substance 
for the same purpose.

Calvary's ethic, as it pertains to those 
who have a life-limiting illness and/or 
are nearing the end of their lives, include 
commitments: to heal and never to 
harm; to relieve pain and other physical 
and psycho-social symptoms of illness 
and frailty; to withdraw life-prolonging 
treatments when they are futile or 
overly burdensome or when a person 
wants them withdrawn and gives 
informed refusal of these treatments; 
and to never abandon people who trust 
us with their care.

Restrictive practice

Calvary has a person centred approach 
which aims, wherever possible, to have 
care services free of any restrictive 
practice or restraint. 

There are however circumstances in 
which a restrictive practice is deemed 
important for safe and appropriate care. 
This could be for example:
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A perimeter fence or a door with a 
coded key pad for entry and exit (and 
where the resident’s cognitive ability 
makes it difficult to use the coded 
key pad). These aspects of a secure 
environment are called environmental 
restraint. The primary purpose and 
benefit of environmental restraint such 
as a perimeter fence, when deemed 
appropriate, is to ensure the safety and 
comfort of the resident and to minimise 
any risk of harm. 

Risks associated with environmental 
restraint do include an impact on the 
resident’s choice (should they have that 
choice) for free movement throughout 
the home and the local environment. 

Some medications prescribed by a 
resident’s medical officer such as 
psychotropic medications, under 
certain circumstances, can be classed 
as a chemical restraint which is a 
restrictive practice. 

Mechanical restraints such as chair 
tables and bed rails are also a restrictive 
practice and Calvary does not 
encourage their use because of the risk 
involved. Physical restraint and seclusion 
are also forms of restrictive practice and 
are not supported by Calvary.

Where a restrictive practice is in place 
for any resident, Calvary has a policy 
and procedure which guide their use, 
management and review. These are in 
alignment with legislation in this area 
for aged care homes. The restrictive 
practice policy and procedure is 
available to anyone should they want 
a copy.

Your wellbeing and quality of life is 
the priority of all assessment and 
care planning. Discussion of the risks, 
benefits, alternatives to and review 
of any restrictive practice happens as 
part of care planning and consent is 
always required.
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Resident lifestyle

Calvary employs Leisure and Lifestyle 
Officers who will engage with you to 
determine the types of activities you are 
interested in and assist in supporting 
you to participate in activities and 
interests of your choosing. 

Leisure and Lifestyle Officers also 
organise and facilitate outings and 
group activities designed for the 
enjoyment, rehabilitation and promotion 
of self-esteem and well-being.

We constantly review our programs, 
so please let the Leisure and Lifestyle 
Officers know of any ideas you may 
have for inclusion in our varied and 
interesting activities program.

Relatives and friends are encouraged 
to join in our programs as it provides an 
opportunity for you to share an interest 
with your loved one. 

Volunteers

Many of our homes use the 
services of volunteers. Ordinarily, 
these are members of the local 
community who willingly give their 
time and talents to complement 
the care provided by our staff. 
Usually our volunteers work with 
our Leisure and Lifestyle staff; 
however, they also provide targeted 
one-to-one visitation and may 
assist with outings and engage in 
other activities around the home as 
directed by the care staff. Billy is 94 and says “volunteering is what 

keeps me going and I look forward to doing 
it seven days a week”. Billy volunteers at 
Calvary Haydon, ACT.
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Calvary Elouera residents Hugh and Josina enjoying hands-on gardening
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Alcohol

Responsible consumption of alcohol 
is permitted within Calvary homes. 
It is important to note that in some 
instances, alcohol is not compatible 
with particular medications and can 
contribute to increased falls and 
risk of injury for some individuals. In 
these instances, discussions will occur 
between you, your representative, and 
your treating GP.

Smoking

Legislation banning smoking in buildings 
and enclosed places prohibits smoking 
in Calvary buildings, building entrances 
and vehicles as well as in any area 
where there are significant hazards such 
as motor fuel, chemicals, paint and gas 
storage or gas usage areas.

Designated smoking areas are provided 
within the grounds for visitors and 
employees at some homes. If you are 
unable to access these areas, your 
manager will designate a suitable open 
air area.

If you experience difficulty with 
lighting or extinguishing (stubbing 
out) cigarettes, staff may be able to 
assist and/or supervise your smoking. 
For your protection you may be asked 
to wear a smoker’s vest or apron to 
prevent accidental burns. You should 
always extinguish your cigarette in the 
disposal bins provided. 

Fire and emergencies

There are notices outlining evacuation 
procedures to be followed in the case 
of fire. These are located in prominent 
places around the home. We ask that 
you become aware of and familiar with 
this procedure.

Ongoing education is held annually 
for staff and all staff are fully trained in 
emergency procedures.

In the unlikely event of an emergency, 
one staff member will coordinate and 
direct other staff. Please stay in your 
current location until directed to move 
elsewhere by a member of staff. If you 
require assistance, a staff member will 
be on hand to help you.

Fire, emergency, 
safety and security

24  |  Continuing the Mission of the Sisters of the Little Company of Mary



In the case of fire, it may be necessary 
to evacuate the buildings. This process 
of evacuation will be directed by a staff 
member. The home is divided into fire 
safety zones which are fully fire protected. 
If you require assistance, the staff on 
duty will help to evacuate you safely.

All Calvary homes are fitted with fire 
detection and fire sprinkler systems.

Your private property

Calvary’s insurance does not cover your 
personal property and while we would 
like you to enjoy a home-like space, we 
ask that you do not keep valuables or 
large amounts of cash in your room. 
While every effort is made to ensure 
security, Calvary takes no responsibility 
for loss of valuables. We encourage you 
to arrange insurance cover for these 
items with an insurance company of 
your choice.

Large sums of money should not be 
brought into Calvary homes, however 
small amounts can be kept in a locked 
drawer in your room. While we take 
all reasonable care, we do not take 
responsibility for the private property 
of residents. Your private property 
includes, but is not limited to, items such 
as glasses, hearing aids, dentures and 
mobility aids.

Jewellery can be brought in at your own 
discretion and while lockable cupboards 

are available for personal storage, 
Calvary can take no responsibility 
for loss of valuables. You and your 
representative should monitor the 
management of these items and make 
arrangements for their safekeeping as 
circumstances change. Please discuss 
any concerns you may have with staff.

Security, keys and access codes

Calvary offers you a secure environment 
in which to live. Our team of professional, 
friendly nursing and care staff are 
available 24 hours and work flexible 
rosters to assist you when needed. An 
emergency call system is in place in 
your room and bathroom/ensuite as 
well as in all communal areas.

You are free to come and go from 
the home as you wish, however it 
is important that you communicate 
your movements with staff. You 
must complete the Sign In/Sign Out 
Register when leaving and returning 
to your Calvary home. The register 
is maintained to enable us to do a 
head count in the event of fire or 
other emergency.

Keys and access codes are available 
upon request. There are access codes 
for doors throughout a number of our 
service locations to ensure that others 
cannot enter the home unless they 
are welcome.
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Some areas of the homes 
may be secured for safety of 
individual residents

The security of you and your 
belongings is paramount. Keys must be 
returned to us when vacating the home.

Motorised scooters and wheelchairs

We encourage you to maintain your 
independence both within and around 
our homes. This may require the use 

of motorised wheelchairs or scooters. 
Prior to residents purchasing such 
equipment, a safety assessment will 
need to be conducted. You will be 
assessed by an appropriately qualified 
health professional as being capable 
of operating the equipment (physically 
and cognitively). 

If you are successful, written approval 
will be provided which will include the 
conditions of use and any restrictions on 
your use of the equipment. Calvary will 
also provide information on the safe use 
of motorised scooters and wheelchairs.

Workplace health and safety

Calvary is committed to providing a safe 
and healthy work environment for its 
employees while also ensuring you are 
not exposed to health and safety risks.

Parking

Calvary offers on-site parking at all 
homes. Family members may set down 
and pick you up at each main entrance. 
A number of disabled car spaces are 
provided near each main entry. 

Speed limits

Speed limits on the roadways and in 
the car parks apply across all Calvary 
homes. This speed limit signage should 
be observed at all times for the safety of 
other residents and staff.

Calvary St Catherine's, SA

26  |  Continuing the Mission of the Sisters of the Little Company of Mary



General

Bringing food into calvary

All outside food brought into the Home 
is the responsibility of the resident or 
family. Please contact a member of staff 
to discuss.. 

Visiting pets

Well-controlled and well-groomed pets 
may visit Calvary homes. Dogs must be 
on a leash at all times and the owner 
of any visiting pets is responsible for 
cleaning up after them. Please note 
that the manager or other Calvary 
representatives reserve the right to 
refuse entry to a particular pet.

Incoming phone calls

Staff are happy to take phone calls from 
your family and friends; however, your 
cooperation is requested to avoid peak 
busy times such as during morning 
routine or meal times.

Calvary recommends that families 
nominate a representative or guardian 
to liaise with staff. 

Change of address or phone number

Your primary contact and other family 
members are asked to ensure that 
reception is advised of any changes 
to contact details such as addresses 
and phone numbers for relatives and 
representatives that need to be notified 
about matters affecting you.

Visitors

Friends and family that you invite to visit 
are welcome at any time. We require 
that all visitors abide by Calvary’s Visitor 
Code of Conduct (see Appendix 2).

If visiting between 8 pm and 7 am we 
ask that your visitors use the quiet 
communal areas so as not to disturb 
other residents.

After 8 pm all Calvary homes are 
secured and visitors will need to ring 
the bell to gain entry. 
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Voting

You will have the right to continue to 
vote in local, state and federal elections 
if you wish. Representatives from the 
electoral office conduct a mobile polling 
booth at your Calvary home just prior 
to any election, or you are free to use 
the public booths on election day 
if preferred.

We request that you change your 
address on the electoral roll to your new 
Calvary home prior to admission.

Alternatively, you may choose to 
be taken off the electoral roll once 
admitted to an aged care service. These 
requests must be accompanied by a 
doctor’s medical certificate.

Transfer to motor vehicles

Our staff are supportive of families 
and representatives wishing to use 
their own cars for social outings with 
you; however, staff members are not 
able to assist or lift wheelchairs into 
private vehicles.

Jeanette Stone, Manager, Calvary St Joseph’s cafe.
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Comments, complaints 
and compliments

Improvements are identified as a result 
of incidents, accidents, internal and 
external audits, suggestions, complaints 
and clinical indicators. We welcome 
your feedback on all our services as 
it provides us with an opportunity 
for improvement.

Internal comments, complaints  
and suggestions

If you or your representative have any 
complaints, concerns or suggestions, 
please refer them to a staff member 
who will refer you to an in-charge staff 
member. Calvary encourages you to 
resolve any problems you may have 
about your care or our services by 
working with Calvary’s management 
team. However, you always have the 
option of taking your complaint to an 
external agency. You can read more 
about this below. Any concerns should 
be voiced to the staff on duty at the 
time or the General Manager. 

Any concern that you have will be 
treated confidentially and will not affect 
your care or treatment. The concern 
will be assessed and/or investigated 
and you will be notified of the outcome. 
Every effort will be made to resolve 
the issues of concern, with an outcome 
acceptable to all involved.

Open disclosure can be in response 
to a complaint, concern or incident. 
We want to improve resident safety, 
understand when things go wrong, 
contribute to learning to prevent these 
incidents from happening in the future 
and to support you to have choice and 
dignity in the care that you receive.

The provision of quality care by Calvary 
is of utmost importance. Voicing and 
documenting the issues or concerns 
will enable staff to continually evaluate 
the care given and respond to 
your suggestions.

Calvary has developed and implemented a number of 
processes that are designed to help us continually improve 
what we do and how we do it.
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Complaints and feedback process

• Call, meet with or write to the 
home’s manager

• Complete a Compliments/ 
Complaints form which can be found 
at reception

Complaints escalation

Should you wish to escalate the concern 
because a satisfactory outcome is not 
able to be reached with the home’s 
management team, you can escalate the 
matter further via the following methods:

In writing: 
12/135 King St, Sydney NSW 2000

Email:
Calvary’s Director of Operations at 
nationalofficeconcierge@ 
calvarycare.org.au

Phone:
Calvary Head Office 
(02) 9258 1700

External escalation

If you would like to escalate 
this further, please contact the 
Commonwealth’s Aged Care Quality 
and Safety Commissioner (ACQSC) 
or (NDIS) via the contact details 
listed below.

In Writing: 
Aged Care Quality and Safety 
Commission, GPO Box 9819 
In Your Capital City

Phone:

1800 951 822

Online: 

To view the online form, visit:  
www.agedcarequality.gov.au
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NDIS Quality and 
Safeguards Commission

In writing:
National Disability Insurance Agency, 
GPO Box 700, Canberra ACT 2601,

Email:
feedback@ndis.gov.au,

Online:
https://www.ndis.gov.au/contact/
feedback-and-complaints,

Phone:
Phoning 1800 035 544 (free call from 
landlines) or TTY 133 677 or National 
Relay Service on 1800 035 544.

Advocacy 
If you would like to speak to an 
independent adviser about your concerns, 
community advocacy services may be 
able to help you. Advocacy services are 
free, confidential and independent. 

Nationally:
 Older Person’s Advocacy Network  
 (OPAN)

Online: 
 https://opan.com.au/contact-us/ 

Phone: 
 1800 700 600 

Writing: 
 c/o Seniors Rights Service 
 L4, 418A Elizabeth St. 
 Surry Hills NSW 2010

Resident Frank at Calvary Ryde
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Legal matters 

It is important to consider in advance what you would like to happen in the event 
that you lose the ability to make decisions for yourself. 

Enduring guardianship and power 
of attorney

Consider making arrangements for 
someone to make decisions on your 
behalf if you become unable to act for 
yourself at some time in the future. If 
you have not thought about doing this 
before, you may wish to speak to your 
family and your legal adviser. 

Providing us with a copy of your Power 
of Attorney, Appointment of Enduring 
Guardian, or any other legal documents 
will allow us to speak openly with and 
take direction from the right person. 
A guardianship appointment gives a 
nominated person the ability to make 
decisions about another person’s 
lifestyle or other personal matters, such 
as where they live, what services they 
receive and what medical or associated 
health treatments they are given. 

A Power of Attorney (POA) enables 
another person to manage legal 
matters, your finances and sign 
documents on your behalf. In some 
states and territories, guardians and 
attorneys are regulated separately while 
in other states and territories they are 
combined. We suggest that you speak 
to your legal advisor about what will be 
best for you. 

Primary contact

We require you to nominate one person 
to be your primary contact. This person 
is then responsible for liaising with the 
rest of your family and friends.

Hardship

If you believe you will face financial 
hardship in paying your costs, you 
can ask to be considered for financial 
hardship assistance. Please speak to our 
management staff. 

As a resident of Calvary, we are 
committed to providing care based on 
your personal preferences and choices. 
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Financial advice

We strongly recommend that you and/or your representative consult with a 
financial advisor about your finances. There are various government services and 
resources that can help you obtain appropriate financial advice.

Belinda welcoming visitors at Calvary Elouera reception
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There are four types of fees that may apply to you.

Resident fees

Basic daily care fee

 
A basic daily care fee covers everyday 
living costs such as utilities, meals, 
cleaning and laundry. This may be the 
only fee you will be required to pay. 
The basic daily care fee is set at 85% of 
the single person rate of the basic Age 
Pension. This rate increases in March 
and September each year in line with 
changes to the Age Pension. Please 
speak to your Care Choices Advisor 
about the current fee.

You may pay different rates depending 
on your situation, including when you 
first entered residential aged care. A full 
list of current rates is provided by the 
Department of Human Services (DHS) 
in the Schedule of Residential Fees 
and Charges.

Means-tested care fees

 
This is an additional contribution 
towards the cost of care that you may 
be required to pay. The Department of 
Human Services will advise you if you 
are required to pay this fee based on an 
assessment of your income and assets.

There are annual and lifetime caps that 
apply to the means–tested care fee that 
are calculated based on your admission 
date. Once these caps are reached, 
you cannot be asked to pay any more 
means–tested care fees. 

Any means–tested care fees you have 
paid in a Home Care Package prior to 
moving into Calvary will also contribute 
to your annual and lifetime caps. Please 
provide information regarding the 
means–tested care fee paid to the Care 
Choices Advisor.

1 2
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Accommodation payments

 
This payment is for your 
accommodation in the home. Some 
people will have their accommodation 
costs met in full or part by the 
Australian Government, while others will 
need to pay the accommodation price 
agreed with Calvary. The Department 
of Human Services will advise which 
applies to you based on an assessment 
of your income and assets.

This means that, in addition to your daily 
care fee, you can choose to pay for 
your accommodation by a Refundable 
Accommodation Deposit (RAD), a Daily 
Accommodation Payment (DAP) or a 
combination of both.

A RAD is paid as a lump sum amount, 
while a DAP accrues daily and is paid 
periodically (at Calvary, this is paid 
monthly). A combination payment 
includes both a partial sum and daily 
payments. If you have paid a RAD, your 
DAP can be deducted from your RAD 
balance in order to meet the agreed 
accommodation payment.

Fees for extra or  
additional services

Other fees may apply if you choose a 
higher standard of accommodation or 
additional services, i.e. hairdressing or 
Foxtel access. These vary from service 
to service, your service can give you 
details of these extra amenities and the 
fees that apply.

National Disability Insurance 
Scheme (NDIS)

Calvary is obliged to meet the 
requirements of the National Disability 
Insurance Scheme Act 2013 (NDIS Act) 
and the NDIS (Provider Registration 
and Practice Standards) Rules 2018 as 
an NDIS provider. NDIS participants 
living in a Calvary Residential Aged Care 
home are dual participants of the NDIS 
and Aged Care systems. If you are a 
current NDIS participant and entering 
Aged Care, we recommend you discuss 
with your Support Coordinator any 
impact that this move may have on your 
NDIS plan and funding arrangements. 

3 4

Calvary Ryde, NSW
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Leave arrangements 
and payment of fees

Hospital leave

There is no restriction to the number 
of hospital leave days you may have, 
however your daily care fees and 
accommodation payments still need to 
be paid during this time. Only overnight 
leave is counted. If your GP or Medical 
Officer is of the opinion that a hospital 
admission is necessary, then you and 
your representative will be consulted. 

Payment of fees

You or your representative retain 
authority in the management of your 
financial affairs. Fees are paid by direct 
debit to limit transactions. Our staff will 
be able to assist you in arranging your 
direct debit prior to admission. All fees 
are to be paid monthly in advance via 
direct debit and a statement will be 
emailed out monthly. Please provide an 
appropriate email address when filling 
out your admission documents.

Social leave arrangements

Relatives and friends are welcome to take 
you on outings at any time, however staff 
must be informed if you are leaving the 
premises as well as your approximate 
time of return. Staff can provide 
equipment, e.g. wheelchair, as necessary.

You are able to have up to 52 nights leave 
for social outings without affecting the 
subsidy paid by the Government. Only 
overnight leave is counted. This enables 
you to have overnight leave, weekend 
leave, or go on holiday. 

During your absence, the fee payable 
by you is the same as if you were still 
on the premises, i.e. the daily resident 
care fees, means-tested care fees and 
accommodation payments.
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Resident rights 
and entitlements

Consultation

Calvary will always consult with you if you 
are able to make decisions about your 
own medical and personal care. However, 
if you are unable to make decisions for 
yourself, or choose not to be involved, 
we will consult with your nominated 
representative or guardian. We also hold 
resident meetings at all homes which 
provide residents with an opportunity 
to have input into the operations of 
the home.

Legal documents

Under no circumstances are any Calvary 
employees permitted to witness any form 
of legal document. Please make your own 
arrangements if this is necessary.

Receiving gifts

Calvary has a staff Code of Conduct 
which aims to develop and support 
sound business practices that 
demonstrate our commitment to the 
principles of integrity and honesty. We 
therefore ask you, your family or your 
representative not to present your 
carers with gifts. If you are unsure, or 
wish to give a gift, please speak with 
the manager.

Your rights 

Calvary is governed by the 
Commonwealth’s Charter of Aged 
Care Rights (see overleaf). You will be 
provided with a copy of the charter 
signed by a Calvary representative as 
part of your admission.

Access to your care plan 

Accurate and up-to-date care and 
services plans are important for 
delivering safe and effective care and 
services, as well as positive outcomes 
for you. A care plan, which includes your 
needs, goals and preferences, is available 
to you and your representative. You may 
need assistance to understand your care 
plan. Calvary will support you to have 
information in an accessible language 
and format, or to help you understand 
the content of your care plan. Calvary 
encourages you and your representative 
to be involved in discussions, to meet 
and to ask questions about your care 
plan. If you would like to access your care 
plan please speak with our staff who 
will assist.
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Serious Incident Response Scheme

Calvary has zero tolerance for elder 
abuse. Calvary have compulsory 
reporting requirements under the 
Aged Care Act 1997. This means that 
Calvary have a responsibility for making 
compulsory reports to the Government 
and the Local Police.

The Serious Incident Response Scheme 
aims to reduce the risk of abuse and 
neglect of older Australians. Incidents 
defined within this scheme must be 
reported within certain time-frames. 
The types of incidents include:  

• unreasonable use of force,

• unlawful sexual contact or 
inappropriate sexual conduct,

• psychological or emotional abuse,

• unexpected death,

• stealing or financial coercion by a 
staff member,

• neglect,

• inappropriate physical or chemical 
restraint,

• unexplained absence from care

NDIS Reportable Incidents

Under NDIS legislation Calvary must 
notify the NDIS Commission of 
reportable incidents. Incidents which 
have occurred in connection with the 
provision of NDIS supports or services 
delivered to a person with disability, 
must be reported within certain time-
fames. The types of incidents include: 

• serious injury

• abuse or neglect 

• death

• unlawful sexual or physical contact 
or assault

• sexual misconduct 

• use of unauthorised restrictive 
practiceThe Commissioner may be 
contacted via mail, online form or 
telephone:
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Resident Valda loves having her hair done by Lisa
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I have the right to:
1. Safe and high-quality care  

and services

2. Be treated with dignity  
and respect

3. Have my identity, culture and 
diversity valued and supported

4. Live without abuse and neglect

5. Be informed about my care and 
services in a way I understand

6. Access all information about 
myself, including information 
about my rights, care and services

7. Have control over and make 
choices about my care, personal 
and social life, including where 
choices involve personal risk

8. Have control over, and make 
decisions about the personal 
aspects of my daily life, financial 
affairs and possessions

9. My independence

10. Be listened to and understood

11. Have a person of my choice, 
including an aged care advocate, 
support me or speak on my behalf

12. Complain, free from reprisal, and 
to have my complaints dealt with 
fairly and promptly

13. Personal privacy and to have my 
personal information protected 

14. Exercise my rights without it 
adversely affecting the way I am 
treated.

Charter of Aged 
Care Rights
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Calvary Cessnock resident Marlene, left, 
takes a stroll in the garden with her visiting sister
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Staff rights

You should always respect the role and 
dignity of Calvary staff and their right to 
a safe and pleasant work environment. 
Please show respect to, and take care 
of, our staff so that they can take care 
of you. 

Our staff have the right to work 
in a safe and healthy workplace 
free from violence and aggression. 
Aggressive and violent behaviour 
toward staff is unacceptable across all 
Calvary services.

Security of tenure

There may be situations where we 
are no longer able to provide the care 
or level of service you need. In these 
circumstances, we will work with you 
and your authorised representative as 
required under the Security of Tenure 
Provisions (see Appendix 1) in finding 
you accommodation that is more 
suitable to meeting your current or 
long-term needs.

• act with respect for individual 
rights to freedom of expression, 
self-determination, and decision-
making in accordance with 
relevant laws and conventions

• respect the privacy of people 
with disability

• provide supports and services 
in a safe and competent manner 
with care and skill

• act with integrity, honesty, 
and transparency

• promptly take steps to raise and 
act on concerns about matters 
that might have an impact 
on the quality and safety of 
supports provided to people 
with disability

• take all reasonable steps to 
prevent and respond to all 
forms of violence, exploitation, 
neglect, and abuse of people 
with disability

• take all reasonable steps 
to prevent and respond to 
sexual misconduct.

NDIS code of conduct

Calvary will;
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a) To respect the rights and 
needs of other people within 
the Calvary home, and to 
respect the needs of the 
community as a whole. 

b) To respect the rights of staff 
to work in an environment 
free from harassment. 

c) Support the maintenance 
of a safe environment 
for staff, residents and 
visitors in accordance with 
Work Health and Safety 
regulatory requirements. 

Resident code of conduct 

Calvary St Joseph's,  NSW



Calvary respects and upholds each 
resident’s right to privacy protection 
under the Privacy Act 1988, as 
amended in 2000 and the Privacy 
Amendment (Enhancing Privacy 
Protection) Act 2012.

In the course of our normal operations, 
Calvary gathers extensive information 
about our residents and clients. This 
imposes responsibilities on our staff 
members and volunteers to ensure that 
the privacy of confidential information is 
safeguarded. Specifically, all personnel 
acting on behalf of Calvary are 
subjected to the Privacy Act 1988.

This Act lays down strict privacy 
safeguards, which organisations such 
as Calvary must observe in dealing with 
personal information.

The Privacy Act prohibits any person 
from accessing, using or disclosing any 
personal information in the possession 
of Calvary except when performing 
their duties of providing care and in 
accordance with the relevant legislation.

Personal information will only be 
collected where it is necessary for the 
resident’s primary purpose for being 
involved with Calvary and where 
possible will be collected directly from 
the resident. Reasonable steps will be 
taken to ensure that all information held 
by Calvary is accurate, complete and up 
to date.

Sensitive information (that is, health 
information, religious and political 
beliefs, sexual activities, professional or 
trade associations, union membership, 
criminal records) will not be collected 
unless the individual has consented, 
or collection is either necessary for 
their wellbeing or required by law. The 
resident is made aware that information 
will never be disclosed without their 
consent, unless required by law.

People using Calvary services are 
assured their confidential personal 
information will only be used for the 
purpose for which they have provided 
it. It will not be provided to any person 
or agency without the consent of the 

Privacy and 
confidentiality
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resident or his/her legally designated 
representative. Calvary will only use 
or disclose residents personal records 
when it directly relates to their care or 
welfare, and only then with the consent 
of the resident involved or as required 
by law.

Information about residents contained 
in computer files will be stored in a 
password protected manner ensuring 
the information is accessible only to 
approved personnel.

Where practical, any person has the 
option of not identifying him or herself 
when they communicate with Calvary.

Authorised staff of Calvary may have 
access to resident’s records for the 
purpose for which the information was 
provided, or any purpose allowed by 
the Privacy Act 1988. No one else, other 
than the resident themselves, will be 
permitted access to records without the 
consent of the resident. Having given 
consent, the resident may withdraw it at 
any time.

A request to access a resident’s record 
must be made in writing, indicating 
why access is being sought. If granted, 
this access includes viewing and taking 
notes but not copying records, and 
can only occur with a staff member of 
Calvary present.

If the resident’s medical practitioner 
and Calvary agree that access to clinical 
records would prejudice the physical 
or mental health of the resident, it may 
be refused.

Calvary will not disclose personal 
information to recipients overseas.

You have a right to expect all Calvary 
staff members and volunteers to:

• Be open and honest in their dealing 
with you

• Respect your privacy and keep 
personal information confidential 
unless disclosure is authorised by you 
or by the law

• Use personal information only for the 
primary purpose for which you are 
involved with Calvary

• Satisfy your right to see and, where 
appropriate, amend our information 
about you

• With your consent, deal with 
someone else on your behalf.
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Staff members Nora and Venus with resident Eva at Calvary Flora McDonald
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Appendix 1: 
Security of 
tenure  
provisions
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Part 2— 
Residential care services
Division 1— 
Purpose of this part

5. Purpose of this part

(1) For section 56–1 of the Act, this Part specifies 
responsibilities of an approved provider of 
a residential care service in relation to care 
recipients to whom the provider provides, or is 
to provide, residential care, including in relation 
to the following:

(a) the security of tenure that the provider 
must provide to care recipients for their 
place in the service (see paragraph 56–1(f) 
of the Act);

(b) the access that persons acting for care 
recipients, advocates or community 
visitors may have to the service (see 
paragraphs 56–1(k) and (l) of the Act);

(c) the rights and responsibilities of care 
recipients (see paragraph 56–1(m) of the 
Act);

(d) restrictions on moving care recipients (see 
paragraph 56–1(n) of the Act);

(e) the information the provider must give 
care recipients (see paragraph 56–1(n) of 
the Act).

(2) This Part also specifies, for subsection 59–1(2) 
of the Act, requirements that a resident 
agreement entered into between a care 
recipient and an approved provider must 
comply with. 

Division 2 — Responsibilities 
of approved providers of 
residential care—general

6. Security of tenure—when 
approved provider may ask or 
require care recipient to leave 
residential care service

(1) For paragraph 56–1(f) of the Act, this section 
specifies the security of tenure that an approved 
provider of a residential care service must 
provide to a care recipient for the recipient’s 
place in the service.

Note: 
The circumstances in which a care recipient may 
be asked to depart from a residential care service 
must be specified in a resident agreement between 
the care recipient and the approved provider of the 
service (see paragraph 59–1(1)(e) and subsection 
59–1(3) of the Act).

Circumstances in which approved provider may ask 
care recipient to leave residential care service

(2) The approved provider may ask the care 
recipient to leave the residential care service 
only if:

(a) the residential care service is closing; or

(b) the residential care service no longer 
provides accommodation and care suitable 
for the care recipient, having regard to 
the care recipient’s long term needs as 
assessed in accordance with subsection 
(4), and the approved provider has not 
agreed to provide care of the kind that the 
care recipient presently needs; or

Excerpt from User Rights Principles 2014 – F2019C00209 
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(c) the care recipient no longer needs the 
care provided through the residential 
care service, as assessed by an aged care 
assessment team; or

(ca) the care recipient has been receiving 
care under a specialist dementia care 
agreement and a clinical advisory 
committee constituted in accordance with 
the agreement has determined that the 
care recipient is not suitable to continue 
receiving that care; or

(d) the care recipient has not paid any agreed 
fee to the approved provider within 42 
days after the day when it is payable, for a 
reason within the care recipient’s control; 
or

(e) the care recipient has intentionally caused:

(i) serious damage to the residential care 
service; or

(ii) serious injury to staff of the approved 
provider, or to another care recipient; or

(f) the care recipient is away from the 
residential care service for a continuous 
period of at least 7 days for a reason other 
than:

(i) a reason permitted by the Act; or

(ii) an emergency.

Suitable accommodation to be available before 
care recipient can be required to leave residential 
care service

 (3) The approved provider must not take action 
to make the care recipient leave the residential 
care service, or imply that the care recipient 
must leave the service, before suitable 
alternative accommodation is available that:

(a) meets the care recipient’s long term needs 
as assessed in accordance with subsection 
(4); and

(b) is affordable by the care recipient.

Assessing the care recipient’s long term needs.

 (4) For paragraphs (2)(b) and (3)(a), the long-term 
needs of the care recipient must be assessed 
by:

(a) an aged care assessment team; or

(b) at least 2 medical or other health 
practitioners who meet the following 
criteria:

(i) one must be independent of the 
approved provider and the residential 
care service, and must be chosen by 
the care recipient;

(ii) both must be competent to assess the 
aged care needs of the care recipient.

7. Security of tenure—notice 
requirements

Notice to be given if care recipient asked to leave 
residential care service

(1) If an approved provider of a residential care 
service decides to ask a care recipient to leave 
the service, the approved provider must give 
the care recipient a written notice stating the 
following information:

(a) the decision;

(b) the reasons for the decision;

(c) when the care recipient is to leave;

(d) the care recipient’s rights in relation to 
being asked to leave the residential care 
service, including the right to access:

(i) the approved provider’s complaints 
resolution mechanism; and

(ii) any other mechanisms available to 
address complaints; and

(iii) people acting for bodies that have 
been paid advocacy grants.
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Note: 
For complaints resolution mechanisms, see section 
56–4 of the Act.

(2) The approved provider must give the notice to 
the care recipient at least 14 days before the 
care recipient is to leave.

Notice to be given if care recipient no longer 
required to leave residential care service.

(3) If:

(a) the decision to require the care recipient 
to leave the residential care service was 
based on the care recipient’s behaviour; 
and

(b) the approved provider has given the care 
recipient a notice under subsection (1); and

(c) after giving the notice, the approved 
provider has agreed with the care recipient 
that, because of a change in the behaviour, 
the care recipient should not be required 
to leave the service; then the approved 
provider must give the care recipient 
a written notice stating that the care 
recipient is no longer required to leave the 
residential care service.

Resident Valda enjoying 
a cuppa at Calvary Elouera
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We welcome all visitors 

At Calvary we recognise our visitors as being 
important members of and contributors to our. Our 
visitors help maintain our residents’ connections 
with their local communities, family and networks. 
In recognising the important contribution of 
visitors to our services it is also vital that visitors are 
mindful that they are in the home of our residents. 

Calvary requires visitors to our services to:

1. Act and behave in a manner that is respectful 
to the culture and beliefs of all individuals within 
our services.

2. Act with respect, courtesy and professionalism 
towards others.

3. Protect and maintain the confidentiality, privacy 
and dignity of residents/clients, staff and others.

4. Act with integrity and honesty.

5. Act in accordance with Calvary’s policies, 
procedures, Mission and Vision Statements.

6. Support the maintenance of a safe environment 
for staff, residents and visitors in accordance 
with Work Health and Safety regulatory 
requirements. 

7. Sign in and out of the Visitors Register when 
calling in on the Service, similarly when you take 
a resident out on an outing you are required to 
inform staff and use the register to identify their 
leave status and expected time of return.

Calvary will not tolerate:

1. threatening, abusive language or violent 
behaviour towards staff or other residents.

2. Photography, posting of items on social media, 
filming of staff and residents without the prior 
approval of the home’s manager.

3. Any individual who is intoxicated, under 
the effect of drugs or threatens (verbally or 
physically) staff or residents.

Any relative or visitor who does not comply with 
the reasonable requests of staff will be asked 
to leave the service. If a relative or visitor who is 
asked to leave refuses to do so, staff will notify the 
Police and request assistance in the removal of the 
offending person or persons.
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ACT  
  Calvary Bruce Private Hospital, Bruce 

 includes Hyson Green Mental Health   
 Services

  Calvary Community Care ACT Service  
 Centre, Bruce

  Calvary Haydon Retirement   
 Community, Bruce

  Calvary John James Hospital, Deakin

  Calvary Public Hospital Bruce, Bruce 
 includes Clare Holland House

NSW  
  Calvary Albury and District, Glenroy

  Calvary Community Care Manning -  
 Taree Service Centre, Taree

  Calvary Community Care Riverina   
 Service Centre, Wagga Wagga

  Calvary Community Care Star Of The  
 Sea Respite Cottage, Forster

  Calvary Riverina Hospital, Wagga   
 Wagga 
 includes Calvary Riverina Drug 
 and Alcohol Centre, and Calvary 
 Riverina Surgicentre

  Calvary St Paul’s Retirement   
 Community, Taree

  Calvary The Brelsford, Coffs Harbour

  Calvary The Mariner, South West Rocks

Hunter Newcastle

  Calvary Cessnock Retirement   
 Community, Cessnock

  Calvary Cooinda Retirement   
 Community, Singleton

  Calvary Community Care Chiara   
 Respite Cottage, Lakelands

  Calvary Community Care Hunter   
 Service Centre, Lambton

  Calvary Community Care St Lukes   
 Social Centre, Cooks Hill

  Calvary Ephesus Retirement   
 Community, Lambton

  Calvary Mater Newcastle, Waratah

  Calvary Mt Carmel Retirement   
 Community, Maitland

  Calvary Muswellbrook Retirement   
 Community, Muswellbrook

  Calvary Nazareth Retirement   
 Community, Belmont

  Calvary St Francis Retirement   
 Community, Eleebana

  Calvary St Joseph’s Retirement   
 Community, Sandgate

  Calvary St Luke’s Retirement   
 Community, Cooks Hill

  Calvary St Martin de Porres   
 Retirement Community, Waratah

  Calvary Tanilba Shores Retirement  
 Community, Tanilba Bay

  Calvary Tours Terrace Retirement   
 Community, Hamilton South

Sydney

  Calvary Brighton-Le-Sands, Brighton- 
 Le-Sands

  Calvary Community Care Sydney   
 Service Centre, Beverley Park

  Calvary Corymbia, Belrose 

  Calvary Health Care Kogarah, Kogarah

  Calvary Henley Manor, Doonside

  Calvary Ryde Retirement Community,  
 Ryde

NT  
  Calvary Community Care Darwin   

 Service Centre, Winnellie

  Calvary Community Care Mulakunya  
 Flexible Aged Care Nguiu,   
 Bathurst Island

QLD  
  Calvary Gympie Views, Gympie

  Calvary Noosa, Tewantin

  Calvary Robina Rise, Robina

SA  
  Calvary Adelaide Hospital, Adelaide 

 includes Calvary Wakefield Surgicentre

  Calvary Brighton, South Brighton

  Calvary Central Districts Hospital, 
 Elizabeth Vale

  Calvary Community Care Adelaide  
 Service Centre, Adelaide

  Calvary Community Care Flinders Far  
 North Service Centre, Port Augusta

  Calvary Community Care Port 
 Augusta Respite Cottage, Port   
 Augusta

  Calvary Community Care Victor   
 Harbor, Victor Harbor

  Calvary Flora McDonald Retirement  
 Community, Cowandilla

  Calvary Mitcham, Kingswood

  Calvary North Adelaide Hospital,   
 North Adelaide

  Calvary Oaklands, Oaklands Park

  Calvary St Catherine’s Retirement   
 Community, Berri

  Calvary The Homestead, Walkley   
 Heights

  Calvary Trevu House, Gawler East

TAS  
Hobart

  Calvary Community Care South   
 Tasmania Service Centre, Lenah Valley

  Calvary Lenah Valley Hospital, Lenah  
 Valley

  Calvary St John’s Hospital, South   
 Hobart

Launceston

  Calvary Community Care North   
 Tasmania Service Centre, Launceston

  Calvary Riverside Views, Riverside

  Calvary Sandhill, South Launceston

  Calvary St Luke’s Hospital, Launceston

  Calvary St Vincent’s Hospital,   
 Launceston

VIC  
  Calvary Community Care Shepparton  

 Service Centre, Shepparton

  Calvary Community Care Gippsland  
 Service Centre, Morwell

  Calvary Kelaston, Wendouree 

  Calvary Kirralee, Ballarat

  Calvary Lakes Entrance, Lakes   
 Entrance

  Calvary Mirridong, Bendigo

  Calvary Narracan Gardens,   
 Newborough

  Calvary Strzelecki House, Mirboo   
 North

Greater Melbourne and Geelong

  Calvary Balmoral Grove, Grovedale

  Calvary Barongarook Gardens, Colac

  Calvary Bayview, Carrum Downs

  Calvary Bethlehem Hospital, Parkdale

  Calvary Bonbeach, Bonbeach

  Calvary Capel Sands, Capel Sound

  Calvary Central Park, Windsor

  Calvary Community Care Head Office, 
 Mt Waverley

  Calvary Community Care Melbourne  
 Metro, Mt Waverley

  Calvary Cordelia Grove, Anglesea

  Calvary Elanora, Brighton

  Calvary Elouera, Torquay

  Calvary George Vowell, Mt Eliza

  Calvary Goonawarra, Sunbury

  Calvary Hallam, Hallam

  Calvary Kingston Gardens, Springvale  
 South

   Calvary Kooyong, Caulfield South 
 (under development)

  Calvary Lower Plenty Gardens, Lower  
 Plenty

  Calvary Millward, Doncaster East

  Calvary Roccoco, St Albans Park

  Calvary Rosanna Views, Rosanna

  Calvary Rye Sands, Rye

  Calvary Sandhurst, Carrum Downs

  Calvary Scottvale, Dandenong

  Calvary Springvale, Springvale 

  Calvary St Judes, Narre Warren

  Calvary The Highbury, Glen Waverley

  Calvary The Regent, Mt Waverley

  Calvary Trugo Place, Newport

  Calvary Viewhills Manor, Endeavour Hills

  Calvary Vonlea Manor, Norlane
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