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Why was the Code introduced?

The Code aims to:

e supportyour rights to personal choice, dignity
and respect

» promote kind, honest and respectful behaviour

* keep you safe from harm.

What is the Code?
The Code:

* sets out how providers and the people providing
your care must behave and treat you

* strengthens powers to protect you from
services or workers that make you feel unsafe,
taken advantage of or disrespected.
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Who is covered by the Code?

The Code
appliesto

The Code
does not

apply to

Commission to discuss.

 Approved providers of residential, home care and flexible care services

 Governing persons of approved providers (e.g. board members
and Chief Executive Officers)

 Aged care workers of approved providers (includes volunteers,
contractors and subcontractors of the provider)

Note: Flexible care includes the Transition Care Program, Multi-Purpose
Services Program and Short-Term Restorative Care Program.

« Commonwealth Home Support Programme (CHSP) providers

* National Aboriginal and Torres Strait Islander Flexible Aged Care
Program (NATSIFACP) providers

These providers are still required to provide care and services that are safe
and respectful and behave in a way that aligns with the Code. If you have
concerns regarding a CHSP or NATSIFACP provider, you can contact the

What should you expect
under the Code?

You should always be treated well and
feel safe. Your aged care provider and
the people who provide your care must
actinaway thatis respectful, kind and
consistent with the behaviours set out
in the Code.

Your provider must also manage and
respond to the behaviour of their
workers and governing persons that
do not meet the Code.

Contact

For more information, you can access
the Code of Conduct for Aged Care -
Consumer Guidance available on the
Commission website.

If you have questions or concerns
about the Code, you can contact:

* your aged care provider

* the Older Persons Advocacy Network
(OPAN) on 1800 700 600

* the Aged Care Quality and Safety
Commission by:

— completing our online contact form
— 1800 951 822 (free call)
— Info@agedcarequality.gov.au

— Aged Care Quality and Safety
Commission GPO Box 9819,
In your capital city.



https://www.agedcarequality.gov.au/resources/code-conduct-aged-care-guidance-consumers
https://www.agedcarequality.gov.au/resources/code-conduct-aged-care-guidance-consumers
https://www.agedcarequality.gov.au/contact-us
mailto:info%40agedcarequality.gov.au?subject=
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The 8 elements of the Code - Summary for aged care consumers

This table outlines the 8 elements of the Code and provides examples of how the
people providing your care and services should behave.

Elements of expected behaviour

Examples of how people should behave

Your provider and the people who provide
your care should...

Act with respect for people’s
rights to freedom of
expression, self-determination
and decision-making in
accordance with applicable
laws and conventions.

Ask and listen to what you need and want

Talk to you in a way that is easy to
understand

Help when you need support to make
decisions about the care and services
you receive

Act in away that treats people
with dignity and respect and
values their diversity.

Respect your social, cultural, religious
and ethnic background

Talk in a way that makes you feel
comfortable and respected

Respect your individual needs and wants

Act with respect for the privacy
of people.

Keep your personal information safe in line
with privacy policies

Ask first before providing care or services to
make sure you feel comfortable and safe

Provide care, supports

and services in a safe and
competent manner, with care
and skill.

Use equipment safely

Have the right skills, experience and
qualifications for the job

Follow policies about safe and up to date
work practices

Act with integrity, honesty
and transparency.

Treat you fairly and not take advantage
of you

Be honest about their qualifications, skills
and experience

Help you understand more about your care
and services
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Elements of expected behaviour

Promptly take steps to raise
and act on concerns about
matters that may impact the
quality and safety of care,
supports and services.

Examples of how people should behave

Your provider and the people who provide
your care should...

Know how and what to do if something
happens

Speak up and report concerns to providers
to reduce risk of harm

Supportyou to feel safe to give feedback
or make a complaint

Provide care, supports and
services free from:

i. all forms of violence,
discrimination, exploitation,
neglect and abuse, and

ii. sexual misconduct.

Be alert to situations that may hurt, upset or
take advantage of you and others receiving
care or services

Know what violent, abusive and neglectful
practices look like

Not commit or participate in any form of
violence, discrimination, neglect and abuse
or sexual misconduct

Take all reasonable steps to
prevent and respond to:

i. all forms of violence,
discrimination, exploitation,
neglect and abuse, and

ii. sexual misconduct.

Follow processes to help prevent harm to
you and others receiving care and services

Take action about a safety risk or concern
in line with your provider’s systems and
processes

Cooperate with any investigation or enquiry

Code of Conduct for Aged Care -
consumer guidance
agedcarequality.gov.au/
resources/code-conduct-
aged-care-guidance-

Aged Care Quality and Safety
Commission online contact form
agedcarequality.gov.au/
contact-us

consumers
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KuBépvnon Auotpadiag

Erutponr) Mowdtntoag ko Acpaleiag @povtidag HAKwpévwv

Kwdikag
AeovtoAoyiag yla
v Opovtida HAKIWUEVWY

Mia rtnyn evnuépwong yla Toug
KatavaAwteg ppovtidag NAKIWUEVWY

1800 951 822
agedcarequality.gov.au

Noyoturmo
MetappuBpioswv
otnv Opovtida
HAWKLWpEVWVY

‘OMot €xouv
10 SKailwpa va
AappBavouv achaleig
KOl TTOLOTLKEG
UTtNPEOLEG
$povtidag NAKLWHEVWV.

MetappuOpuioeig
otnv ®povrtida HAKLwpEVWVY

Martt etlonxon o Kwdikag

O Kwdkag otoxeveL:

VO UTTOOTNPLEL TA SIKOUWWUATA GAg OTNV
TPOOWTILKA EMIAOYH, TV AELOTPEMELA KOL TOV
osBaouod

va (PO ayeL cupunepldopd mou eival
guoTAaxVik, EAKPLVAG Kal Seixvel oeBacno
va oag kpatdel achaleic and BAAPN.

Tu eilvan o Kwdikag;

O Kwdikag:

koBopilel Ttov Tpdmo e ToV oMoio oL dpo)otL
KOLL TOL ATOWOL TIOU o0 TtapEXouv dppovtida
TPETEL VOL CUMTEPLDEPOVTOL KOLL VOL OOLG
avtipeTwrilovv

EVIOYVEL TIG SUVANELG TtpooTaciag oag arnd
UTinpeoieg A epyalopéVoucg TTou oag KAVOUV va
otoBaveote avaodaleig, OtL oag
ekpetarAevovtal i 6ev cag dEpovtal pe
osBacpo.



MetappuOuioslg
otnv @povtida HALKLWHEVWY

MNowov kaAumtel o Kwdikag;

O Kwbkag o
adopa

EVKEKPLUEVOUC TTAPOXOUC LOPULATLKWY, KOT' OLKOV KOl EUEALKTWV
UTINPECLWYV PpovTidag

e Tnv SlakuPEpvnon ATOUWVY EYKEKPLUEVWY TIAPOXWV (TL.X. TWV HEAWY

ToUu cupPBouAiou kal twv AleuBuvovtwv ZupUBoUAwv)

e Toug epyalopévoug Gpovtidag NAKLWUEVWY EYKEKPLUEVWV TTOPOXWVY

(oupmephappavel eBelovtec, epyolddBouc kat umepyoAdfouc Tou

Tapoxou)

Inueiwon: H euéhiktn dppovtida nepthapBavel to Mpoypappa Metapatikig @povridag,
1o Npdypappa Yrinpeolwv MoAAamAwy Zkomwv Kat to Npdypappa Bpaxunpobeoung

DOpovrtidag Arnokatdotacng
O Kwdkac o

6ev adopa YrnootripEng (CSHP)

Mapoyoug tou KowvomoAttelakoU Mpoypaupatog Kat’ Oikov

e [apdyoug tou EBvikoU Mpoypdppatog EvéAiktng Opovtidag

HAlklwpévwy ABoplyivwy kot Nnowwtwv tou MopBuou Torres

(NATSIFACP)

Anatteital akopa arnd autolg TouG mapOXoUG va tapexouv Gppovtida Kat UTtnpecieg He
aodAaAeLa Kol 0EBACUO KoL VO CUUTIEPLDEPOVTAL HLE TPOTIO TIOU EVOBVYPAUIZETAL PE TOV

Kwdwka. Edv €xete avnouxieg yia évav mapoyxo CHSP r} NATSIFACP, umopeite va

ETILKOLVWVNOETE UE TNV EMLtpomn yLa va TG ountroeTe.

TL unopeite va AVaUEVETE OTO
ntAaiolo tou Kwdika;

Oa MpEneL mAvTa va oo pEpovtal KaAd Kol va
aloBaveote aopaleic. O mapoxog dpovridag
000G NALKLWHEVWY KOL TO ATOMO TIOU TTOPEXOUV
Vv ppovtida cag MPEMEL va evepyoUV UE
Tpomo nou Seixvel oefacpo, suomAoyvia Kot
elval ouvennq e TIg cupnePLPOPEC TTOU
kaBopilel o Kwdikag.

O napoxo¢ oag MPEMEL, €MioNG, va dlaxelpiletot
KOLL VAL QVTATIOKPLVETAL TNV CUMTEPLDOPE TWV
epyolopEVwY Kol Twv PeAwv tne Sloiknong mou
dev ouppopdwvovtal pe Tov Kwdika.

Emkolvwvia

MNa neplocotepec mAnpodopieg, UMopelte va Exete
npocPBacn otov Kwbika Asovtoloyiag Dpovtidog
HAlwpévwy — 06nyieg yia toug KatavoAwTEg ou
SlatiBetal otnv LotooeAida tng Emitpormic.

EdQv €xete epwTNOELC 1 avnou)ieg yia tov Kwdika,
LTTOPELTE VA ETMLKOWVWVNOETE E:
e  TOV Apoxo ppovtidag oag NALKIWUEVWV
e 710 Aiktuo Yrnootnpi§ng HALKIwpEVWY
(OPAN) oto 1800 700 600
e v Emutpon Nowdtntag kat AopaAerag
Dpovtidag HAKLWHEVWY PLECW:
- oupmAnpwong tng SLadLkTuakou
EVIUTIOU ETILKOLVWVIOG
- 1800951 822 (dwpedv KARon)
- info@agedcarequality.gov.au
- Tnv Emutpornic Moldtntag Kot
Aodpahelag Opovridag HALKLWUEVWY
GPO Box 9819 otnv npwtevouod oag.



mailto:info@agedcarequality.gov.au

Ta 8 otoxeia tov Kwdika — NepiAnyn yia toug KatavaAwtég Dpovtidag HALKLWHEVWVY

AUTOG 0 Tivakag eplypadel Ta 8 otolxeia Tou Kwdika Kal mapéxel mapadelypata yLo Tov
TPOTO CUUMEPLPOPAC TWV OTOUWY TIOU TIAPEXOULV TNV Pppovtida Kot TG UTNPEGCIEG oag.

ZTolxeio avapeVOUEVNG cupTepLOpPAg

Na evepyoUV E GEBACHUO yLA TO SLKOLWHLOTO TWV
atopwv otnv eAcuBsepia tng £kdppaocng, Tnv
autodLddeon kat tnv AqPn anopdocswv cupdpwva
JLE TOUG LOXUOVTEG VOMLOUG KO TLG CUMBAOELC.

Napadeiypata appolovoag cupnepidpopag
O APOXOG GOG KOLL TOL AATOMLOL TTOU OOLG TIALPEXOLUV
dpovtida npenet ...
e Na pwtolV Kal va akoUV TL XpeLaleoTe
KOl TL O€AeTE
e Na oag AoUV LE TPOTO MoV Eival
€UKOAOG VOl TOUG KATOAABETE
e Na oag BonBoulv otav xpeLaleote
uTooTNPLEN YLa VO TIAPETE ATTOPAOTELG
yla TV dpovtida Kal TLG UTINPECILEG
mou Aappavete

Na evepyoUV pE TPOTIO TTOU AVTLUETWTI{EL TaL
Atopa ME aELOTPEMEL KOl CEPOAOUO KOl EKTLA TNV
SLadopeTKATNTA TOUG.

e No o€Bovtal TO KOWVWVLKO,
TIOALTLOMLKO, BpNOKEUTLKO Kall €BVIKO
oog untdpabpo

e Na ptAoUV e TpOTMo Tou SeiyveL
o£BOOUO KAl oaG KAVEL va aloBdveote
aveta

e Na o£BOoVTaL TG ATOULIKEG OVAYKEG KOl
TL¢ emBupieg oog

Na evepyoUV LE GEBACKO YL TNV LELWTIKOTNTA TWV
ATOPWV.

e Na tnpolV Ta MPOCWTILKA OTOLXEla oG
aopoAr cUUPWVA UE TLG TIOALTLIKEG
TPOOTACLag TNG LOLWTIKOTNTAG

e Na pwTtolV MPWTO MPLV TNV TTAPOXNH
dpovTidag Kal UTINPECLWY yLa va
BeBatwBouv otL aloBaveote Aveta Kot

aodaleig
Na ntapéxouv dppovrtida, popdég umooTRPLENG Kot e Na xpnotuomnololv e€omMALOUO HE
Unnpecieg pe acdalr) Kot appodio Tpomo, pe aodalela

dpovrida kat emde§Lotnta.

o Na éxouv Tl cWoTEG SEELOTNTEC, TNV
gUMeLpla KOl T TTpOCOVTA YLa TV
epyacia

e Noa akoAouBoUV TLG TTOALTIKEG yLa
aodaleic Ko EVNUEPWEVEG
£PYOACLOKEG TIPOKTLKEG

Na evepyoUV LLE aKEPALOTNTA, ELALKPLVELO KOIL
Stadaveia.

e Na oag avtipetwmnilouv dikata Kat vo
unv oag ekpetaievovtal

e Na eival eIAKpLVE(S yLa Ta TpooovTa,
T 5€ELOTNTEC KAL TNV EUTIELPLA TOUG

e Na oag fonBoulv va kataAaPete
TIEPLOOOTEPQ YLa TNV Ppovtida Kal TIg
UTINPEGLEG




ZTolxeio avapevOEVNG cupnepLdpopag

Noa AappBdavouv éykaipa HETPA YLA TV KatayyeAia
KOLL TNV QVTLLETWTILON AVAOUXLWYV yLa {nTRpata
TLOU EVEEXETAL VA EMNPEACOUV TNV MOLOTNTA KOt
Vv achaleia tng ppovtidag, Twv popdpwv
UTOOTAPLENG KOLL TWV UTTNPECLWV.

Napadeiypata appolovoag cupnepidpopag
O APOoXOG oOG KOLL TAL ATOMLAL TIOU OOLG TLOLPEXOUV
dpovrtida npénet ...
e Na yvwpilouv mwe Kat TL Vot KAVOUV AV
oupBel kaTL
e Na avadépouv Kal va KatayyeAAouv
avNoUXLlEG OTOUC TTaPOXOUG YLa va HelwOEeL
o kivéuvog BAaBng
e Na oag unootnpilouv va alcBdveote
aodaleic va mapéxete oxoAla f va
UTIOBAAETE TapAmova

Na napéxouv ¢ppovtida, popdég unootnpLEng Ko
uUmnpeoieg mou eivat EAeVBepeg ano:

l. 6AeG T popdEg Biag, StakpLong, EKUETAAAEVONG,
TapapéAnonG Ko KOAKOToinong Kot

Il. avappootn og§ovalikn cupnepipopd.

e Na elval o€ eypryopon yLa KOTOOTACELG
TIOU UIOPEL VA TANYWGOOUV, OVACTATWOOUV
1 va EKUETAAAEUTOUV EGAG I AAAOUG TTOU
Aappavouv ¢povtida i umnpeoieg

e Na yvwpilouv Ta XapoKTNELOTIKA Blatwy,
KOKOTIOLNTIKWYV KAl TIOPOUEANTLKWV
TIPOKTLKWV

e Noa unv 6ecpevovtal ) CULUETEXOUV OE
omotadnmnote popdn Blag, Stakplong,
napapéAnong Kat kakomoinong n
avVAPUOOTNG 0eE0UAALKN G GUUTTEPLDOPAS

Noa Aappdavouv 6Aa ta eUAoya LETPA yLd TRV
nPOANYN KoL AVTAnNOKpLoN O€:

l. 6AeG T popdEg Biag, StakpLong, EKUETAAAEVONG,
TopapEAnONG Ko KAKOmoinong Ko

Il. avappootn og§ovalikn cupnepipopd.

e Noa akoAouBoUv TPAKTLKES yLa val
Bon6noouv atnv mpoAnn BA&PNG os ecdg
Kall AA\ou¢ Ttou Aappavouv dpovtida Kat
UTINPEGLEG

e Na avaAopBavouv 6pdacn yLo KAmoLo
Kivbuvo aodalelag f avnouyia cudpwva
LLE TOL cUOTHMOTA KOl TIG StadLlkaaieg Tou
TLAPOXOU GG

e Na ouvepyalovtal LLE OTIOLASNTIOTE
Slepelivnon 1 épeuva

Zapwote tov Kwdika Asovtoloyiog yla thv
Dpovtida HAKLwUEVWY — 08NYLES yLa KATAVAAWTES
agedcarequality.gov.au/resources/code-conduct-
aged-care-guidance-consumers

Ask€ppplog 2022

o ZOPWOTE TO SLASLKTUAKO EVIUTIO
enKoLvwviag tng Emttponr¢ Mowdtntag Kat
Aodaielag Dpovridag HAKLWUEVWY
agedcarequality.gov.au/contact-us

lotooeAida
agedcarequality.gov.au

TnAédwvo
1800951 822

pamntwg

e Emutponn Mowotntag kot AchaAsLag
Opovrtidag HAKLWHEVWY
GPO Box 9819 otnv npwteloucd oag.




