RES Wb AM

Your New Home At
Wintringham

Angus Martin House
Address: 382-384 Nepean Hwy, Frankston 3199
Telephone: 03 8726 0333
June 2021

Contents
Welcome to Angus Martin House (AMH)

5

Who was Angus Martin?

6

Accommodation at AMH

7

Your room

8-9

Building alterations and improvements to your room

10

Keys and security of your personal belongings

11

Phone and Wi-Fi

12

Lifestyle

13

Smoking and Alcohol

13

Visitors

14

Care and Support Services

15-16

Meals and Refreshments

15-16

Home Support

17

Personal and Health Care

17

Linen and Laundry

18

Cleaning and Maintenance

19

Leisure and Recreation

20

Things to do

20

Going Out

21

Out and About

22

Trains, Buses, Taxi

22

Shopping and Services

23
AMH - Wel come Booklet

2

Contents
Spiritual

24

Map of Local Area

25

External Support

26

NDIS and HCP

26

Medical Support

27

Medical Care

27-28

Allied Health Services

29

Medication and Pharmacy Services

30

End of Life Support

31

Advance Care Planning / Palliative Care

31

Making Your Wishes Known

32

Legal Considerations

33

Agreement / Person Nominated

33

Financial Considerations

34

Security of Tenure

35

Leave / Moving On

36

Having a Say

37

Residents Meetings / Newsletters

37

Donations and Gifts

38

Gifts to staff / Bequests to Wintringham

38

Keeping Safe

39
AMH - Wel come Booklet

3

Contents
Fire Safety

39

Health & Safety

40

Your Rights and Responsibilities

41-42

Committed to Quality

43-44

Inclusion

45

Privacy

46

Feedback and Improvement Model

47 -48

Raising Concerns

49-51

Organisational Chart

52

AMH - Wel come Booklet

4

Welcome to Angus
Martin House (AMH)
I would like to take this opportunity to welcome you to Angus Martin
House.
This supported residential service (SRS) is home to 45 older men and
women who are socially disadvantaged and have a history of
homelessness or risk of homelessness and require assistance with
daily living.
This booklet contains information about:
• Your Accommodation
• Care and Support Services
• Leisure and Recreation
• Financial and Legal Considerations
• Your Rights and Responsibilities
• Having a Say
• Safety
• Our Commitment to Quality
If you have any further queries, please do not hesitate to ask the Site
Manager or another staff member. They will be very happy to assist
you.
We hope that you enjoy living at Angus Martin House.
Yours sincerely,

Bernadette Eddelbuttel
Site Manager
June 2021
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Who was Angus
Martin?
This Supported Residential Service (SRS) has been named
after one of Wintringham’s legends.
Angus Martin was a war veteran and a brave man. He
was injured in the Egyptian desert in World War 2 but
volunteered to return for another stint. He had left mates
there and said “You can't leave 'em alone.“

His injuries were such that, later in life when Bryan
Lipmann (Wintringham’s founder and CEO) first got to
know him at Gordon House (a night shelter for homeless
people), he was crippled by pain and could only walk
using two sticks.
Angus became one of the
first Wintringham residents,
making his home at McLean
Lodge in Flemington. He
ended his days surrounded
by people who loved and
esteemed him.

Angus Martin Supported Residential Service
was made possible through the generous
donation of the Peter and Lyndy White
Foundation.
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Accommodation at
AMH
Angus Martin House opened in 2017 and provides an
affordable and comfortable home within a flexible and caring
environment. Residents have the opportunity to be as
independent as they choose and maintain their preferred
lifestyle and activities.

AMH has 40 resident rooms, with 3 suitable for couples. There
is a large dining and lounge areas as well as several smaller
sitting areas and a large central courtyard and BBQ area.
Security cameras operate at Angus Martin for residents safety
and to monitor those who visit.
Cameras are positioned in the hallways and at front entrance,
and operate 24 hours a day, for your safety.
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Accommodation at
AMH
YOUR ROOM
You have your own private room, with a wardrobe and
drawers for you to store your clothes and belongings. Most
rooms have an en-suite.
A king size single bed is provided as well as pillows, bed linen
and doona. Each room has a wall mounted digital television
as well as a bedside table and lamp.
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Accommodation at
AMH
There are call buttons located in your
bedroom and en-suite, and in the
communal living areas so that you
can call the staff in an emergency.
You are welcome to bring your favourite belongings with
you to make your unit feel like home such as small pieces of
furniture, and personal mementos.
Restriction are however placed on the
amount of electrical items in room:
authorisation is required on these items
from the Site Manager.

All electric equipment brought to facility
will require to be checked for safety.
It is also important that electric sockets are
not overloaded.
We ask that you turn your lights and
electrical appliances off when you leave
your room to keep energy use down.
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Accommodation at
AMH
BUILDING ALTERATIONS AND
IMPROVEMENTS TO YOUR
ROOM
Some residents choose to make alterations to their room.
Common examples include window coverings, external
blinds or Foxtel.

Before you commence any building alterations and
improvements please discuss it with the Site Manager.
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Accommodation at
AMH
KEYS AND SECURITY OF YOUR
PERSONAL BELONGINGS
You have your own key to your room so you are free to
come and go as you please.

For the security of your personal belongings we encourage
you to lock your door at all times.
A duplicate key is kept by the Site Manager in case yours
should get lost. Staff will only enter your room with your
permission.
There is a lockable drawer in your room, this is for you to
store any medication safely.
You will be provided with a fob to open the front door.
Please notify the Site Manager immediately should you
lose your keys or fob. A fee will be charged for
replacements.
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Accommodation at
AMH
PHONES
You are encouraged to have a mobile phone for your personal
calls. You can also give out AMH’s number and receive calls.

WI-FI
Wi-Fi is free and available to all residents at AMH.
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Lifestyle
SMOKING AND ALCOHOL
Smoking is to be enjoyed outside at the side of the
building identified as the allocated smoking area.
If you are a smoker, dispose of your cigarettes
responsibly by always putting them in the ashtray
provided.
Cigarette butts are classified as litter.
For the enjoyment and safety of all residents that reside at AMH,
it is requested that you do not stub out and flick butts on to
pathways or garden.
The central courtyard is a smoke free area.

You can enjoy a drink in your room provided that it is taken
in moderation, and on the condition that it does not
interfere with the peace and quiet of the home
environment.
Please note: that alcohol is not to be consumed in any
other area in or around the facility.
If you have difficulties in managing your consumption of
alcohol, we will support you to ensure that it does not
impinge on the rights of others.
Illegal drug use / possession or abuse of prescription drugs
will not be tolerated and may result in police involvement.
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Lifestyle
VISITORS
Your friends and family are always welcome
and they can help themselves to the tea
and coffee that is available in the lounges.

They are also able to share a meal with you
if you make prior arrangements with the
kitchen staff. A nominal fee is charged for
visitor meals.

Remember that AMH is home to many other residents and it
is necessary to respect their privacy and living spaces as much
as possible. Noise levels should be kept to a minimum. When
children visit you, it is the responsibility for the parent to
supervise their children at all times. Children must not be
allowed to wander around the building on their own.
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Care and Support
Services
MEALS AND REFRESHMENTS
We recognise the importance of quality, nutritious meals.
Our chef prepares meals daily from fresh ingredients,
catering for all dietary needs. Staff will be asking about
your food preferences, particularly if you have any special
dietary requirement or want certain foods for health or
cultural reasons.

Menus are planned on a fortnightly basis and you will find
a copy of the menu displayed on the whiteboard in the
dining room and updated daily.
Food is purchased fresh each week and all meals are
prepared on the premises by staff who have been trained
in food safety. You are welcome to assist us in the kitchen
if you wish.
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Care and Support
Services
MEALS AND REFRESHMENTS
The menu of the day is displayed in the Dining Room.
Meals are served in the Dining Room at the following
times:
• 7am-9am – Buffet breakfast
• 12.30-1.30pm – Lunch
• 5.30-6.30pm – Dinner
Refreshments are served in the Dining Room at the
following times:
• 10.00am – Morning tea
• 3.00pm – Afternoon Tea
• 8.00pm – Supper

You can help yourself to a cuppa in the dining room,
or snack from the fridge.
Lunch is the main meal of the day. If you are planning to
going out, please let the staff know in advance if you
would like a meal kept for you on your return.
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Home Support
PERSONAL AND HEALTH CARE
Our aim is to help you remain as independent as
possible. However, there may times when you may require
assistance with your personal needs. We can assist you to
obtain the support you require.
Your choices and preferences will be discussed with you, so
that we can plan and deliver services that meet your needs
and expectations.

In consultation with yourself, and/or
representative, an interim Support Plan will be
developed within the first 48 hours of entering
Angus Martin House. An ongoing Support Plan
will be developed with you and implemented
within 28 days of your date of admission. You
will be consulted about the services you require
on an ongoing basis, as your needs will be
reviewed regularly.
Our staff are trained in personal care but are not all qualified
nurses.
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Home Support
LINEN AND LAUNDRY
A laundry fitted with washing machines and dryers is
available for residents to do their personal washing. Clothes
lines and an iron and ironing board are also available for use.

The laundry is open from 10am – 8pm.

A booking sheet is available at reception desk to ensure
that a machine will be available for use when you require
it.
Please speak to the Site Manager if you require assistance
with your personal washing.
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Home Support
CLEANING AND MAINTENANCE
Residents are to maintain their rooms in a clean, safe and
hygienic manner.
All residents are encouraged to maintain their
independence and to maintain own private room, please
ask staff if you require cleaning materials. Staff will assist
residents with cleaning their room, where required. Fresh
linen is provided weekly or more often if required.

Residents are responsible for the disposal of rubbish from
their rooms and from public areas used by them. Rubbish
must be placed inside bins not on top of the lids or lying on
ground around bin.

You may be asked to vacate your
room for a short time when
thorough cleaning or maintenance
work take place. If anything needs
to be fixed or replaced, or you have
any other issues with cleaning,
please let us know.
AMH - Wel come Booklet
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Leisure & Recreation
THINGS TO DO
It is important that you remember that
only your address has changed; you
can keep up your interests, activities
and social networks the same way as
you always have.
Our Recreation staff are committed to
ensuring that all residents feel included
and active in the community. They will
support you to pursue independent
activities as well as develop new
interests.
Regular activities are planned for your
enjoyment. If you find that the
activities of your choice are not
covered with in the recreation
program, please forward your interests
to them for consideration.
We like to celebrate special occasions such
as Australia Day, Christmas, Easter, Footy
Grand Final, Melbourne Cup and Birthdays.
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Leisure & Recreation
GOING OUT
You are free to come and go as you please.

If you are going out, please let staff know so
that we can account for all residents in the
event of an emergency.
There is a sign in sheet at reception. Please
sign back in when you return.

When you are planning a holiday please give
us a contact telephone number and a
forwarding address so we can send on any
mail that may come for you.
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Out & About
TRAINS
The Frankston Railway station is located in Young St
approximately 500 metres walk from Angus Martin House.

BUS
There is a Bus stop 50 metres on your right as you exit
the front gate:
• Route 779 takes you to Belvedere via Kananook St.
• Route 780 goes to Carrum via Seaford.

For further information about train and buses in the
metropolitan area contact the Met Transport Information
Centre—Telephone 13 1638.

TAXIS
Frankston Taxis 9786 3322
Taxi Cab Service 13CABS
Don’t forget that you may be able to obtain a Taxi
concession Card if your doctor decides you need one.
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Out and About
SHOPPING AND SERVICES
Bayside Shopping Centre is located approximately 350
metres from Angus Martin House (accessed via
Fletcher or Beach Rd). It is a large shopping complex
containing supermarkets, a cinema and many retail
outlets including Kmart and Myer.

ANZ Bank
Commonwealth Bank
Westpac
Bendigo Bank
Library
Post Office
RSL
Council

48 Wells St. Ph: 131314
Bayside Shopping Centre 197-98
Beach Street Ph: 9784 4800
Bayside Shopping Centre 28
Beach St. Ph: 8781 4622
3-5 Thompson St Ph: 9770 1644

60 Playne St. Ph: 9784 1020
54-58 Wells St.
183 Cranbourne Rd. Frankston
Frankston City Council has a large
range of information regarding local
services and activities.
Ph: 1300 322 322
www.frankston.vic.gov.au
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Out and About
SPIRITUAL
You are free to observe your personal religious customs
and practices, and there are a number of religious
denominations represented around Frankston.
Here are a few local churches:
Anglican St Luke's, 72 McMahon St Frankston
Catholic St Francis Xavier Parish, 60 Davey St Frankston
Salvation Army 17 Forest Drive, Frankston North
Uniting Church 16 – 18 High St Frankston
Presbyterian 36 Radiata St Frankston North
Please contact the Frankston Interfaith Network at the
Frankston City Council, Davey St on 9784 1022 for
assistance with accessing other religious denominations.
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Map of Local Area
Angus Martin House
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External Support
NDIS and HCP
You are welcome to ultilise your support package if you have
one.
Support Workers often attend Angus Martin, to assist residents
to clean their room or take them out.

If you do not have a package or a provider, staff at Angus Martin
can discuss this with you and assist you to apply for either a
Home Care Package (HCP) or an National Disability Insurance
Scheme (NDIS) Package, depending on your eligibility.
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Medical Support
Staff are on-site 24 hours a day.
There is an emergency call button at your bedside and in the
en-suite, should you require an emergency response.

MEDICAL CARE
You are welcome to choose your own
doctor. If you do not have a GP, we can help
you find one. We also have visiting GPs to
AMH.

We do ask for your written consent so that we can exchange
information about your health condition with the doctor, and other
parties as required. It is important to let staff know if you are
feeling unwell so that medical treatment can be arranged.
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Medical Support
MEDICAL CARE
You can also choose to use alternative therapies for medical
conditions such as naturopathy or acupuncture at your own
expense.

If you require specialist medical attention a referral will be
made by your doctor. We can assist you with arranging an
appointment if required. Fees may apply for special medical
services and treatments. The costs will be discussed with you
so that you can make a decision about whether you wish to
proceed.

We can also organise a friend or family
member to accompany you, if required.
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Medical Support
ALLIED HEALTH SERVICES
Access to other allied health services such as the dentist,
podiatrist, physiotherapist, optometrist, audiologist,
speech therapist and psychologist will be arranged when
required, and these services may attract a charge.

All extra charges will be discussed with you prior to making
an appointment. Residents may be eligible for allied health
services through the Enhanced Primary Care (EPC)
Program however a referral to this program is be made by
your GP.
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Medical Support
MEDICATION AND PHARMACY
SERVICES
To assist us with best practice in medication management, we
request that all medication is dispensed by the pharmacy in a
Webster pack. If you self medicate, we request that medication
in your Webster pack is kept in the locked drawer in your room.
Angus Martin House have organised a service that monitors,
and delivers medication in Webster packs, through:

Sable Pharmacy
95 Bell Street
Coburg
9350 2310
If you are using a pharmacy of your choice, it will be your
responsibility to organise set up and delivery of any required
medication. Residents are responsible for all pharmaceutical costs.

AMBULANCE

Remember that as a pensioner you
have a right to free ambulance
service. Make sure you have your
pension card handy in case you have
to quote its number.
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End of life support
ADVANCED CARE PLANNING
As a part of your Care Plan, you will be
asked whether you have an Advanced
Care Plan or any plans for your funeral.
This may seem like a strange request
however we would like to respect your
wishes should the unexpected suddenly
occur.
If you wish to arrange prepayment of
your funeral, arrange an appointment
with the Site Manager.

PALLIATIVE CARE
If you require terminal care you
will have your special needs
addressed during this time.
Specialised palliative care agencies
are available to assist with
additional services if they are
required.
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End of life support
MAKING YOUR WISHES KNOWN
We can help you access a
solicitor or Legal Aid so
that you can make a Will.
If you have already made a Will
we request that you inform the
Site Manager of its location.
It is Wintringham’s policy that
no staff are to witness or be
executor to a Will.
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Legal Considerations
AGREEMENT
You will be required to enter into a formal agreement with
Wintringham when you come to live at AMH. The Resident
Agreement includes information about the services
available, fees, your rights and responsibilities, conditions of
occupancy, termination provisions, and is in accordance with
the Supported Residential Services Act 2010. A copy of the
agreement will be given to you to keep after it has been
signed.

PERSON NOMINATED
When you come to live at AMH, staff will ask you if you would like
to nominate a person to receive information about your
accommodation and support. If you have identified a Person
Nominated, AMH is required to provide them with information
regarding support provided and significant changes in your health
status. AMH is also required to consult with your Person
Nominated regarding any proposed changes to your
accommodation or terms of your resident agreement. The Person
Nominated is not a substitute decision maker and cannot make
decisions on your behalf, unless that person is also your guardian
or administrator. You may choose a family member, friend,
guardian, or any other person to be your Person Nominated.
AMH - Wel come Booklet
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Financial
Considerations
Wintringham provides accommodation and services for people who
are disadvantaged. Prior to being offered a room, your financial status
will be confirmed via an Assets and Income test through Centrelink or
other proof of income and assets. Only people with total assets of less
than $51,000 will be offered accommodation at AMH.
All residents are charged 85% of their income which as a minimum
must be equivalent to the full aged/ disability pension. Rental
assistance will also be directed towards your accommodation
costs, 24 hour staffing, nutritious meals, personal care and
recreation staff. You are required to pay 2 weeks rent in advance.
Your first payment is to be paid on admission. In the event of any
changes in fees, you will be provided with 28 days notice of that
change.
Rent can be paid via the Centrepay system. The Site Manager can
assist you to set this up. This means that your fees are paid directly
from your pension via Centrelink and that your payments will be up
to date to avoid arrears. When there is a change to the rental fee,
you will be advised in writing in advance.
Residents are encouraged to remain independent in management
of their finances, but if required, staff can assist with the
management of small budget allowances as directed by you, State
Trustees or families. Government regulations stipulate the
maximum amount of money that the SRS can manage must not be
greater than one month’s accommodation fee.
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Security of Tenure
Your tenancy at Wintringham is secure and is offered on a
long-term basis.
The Supported Residential Services (SRS) Act 2010 outlines
the grounds for termination of your tenancy as follows:
Reason for termination of agreement

Notice

Resident endangers the safety of other residents or staff

Immediate

Resident causes serious damage to property
Resident causes serious disruption. This also applies if a resident
causes serious interruption to the quiet and peaceful enjoyment of
others residing at Angus Martin House

Immediate
Immediate

Resident using the facility for an illegal purpose.
Resident is in need of more care/support than the facility can
provide. In consultation with you, your doctor, and your
representative , you will be assisted to find more suitable
accommodation

2 Days

Resident fees are more than 14 days in arrears

14 Days

Wintringham cease to operate Angus Martin House
No specified reason

28 Days
90 Days

14 Days

The Site Manager will discuss any behaviours of concern with you
and work with you to try to resolve the issues that have led to
these behaviours. In the event that you are asked to vacate AMH,
a written notice will be given to you stating the date you are to
leave AMH and the grounds on which the notice has been given
to you.
If you receive a Notice to Vacate, you have the right to apply to
the Victorian Civil and Administrative Tribunal (VCAT) if you
disagree with the notice.
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Security of Tenure
LEAVE
You are welcome to take leave at any time and go away on
holidays with friends and family. During
periods of social leave, usual rental charges apply.

At times of severe illness, you may need to be
hospitalised. Your room will be held indefinitely, if you are
assessed as being able to continue to live at AMH. During
periods of hospital leave, usual rental charges still apply.

MOVING ON
You may choose to leave AMH for a variety of reasons.
Two weeks notice is required if you intend to vacate your
room, or payment in lieu of, unless prior arrangement has
been made with management.
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Having a Say
RESIDENTS MEETINGS
Come along to the residents meetings, which meets regularly
to discuss day to day activities. It is also a forum where
feedback and issues of concern can be raised. A notice will be
placed on the resident notice board to advise you when
meetings are scheduled. So bring along your ideas and get
involved!
Bryan Lipmann (Wintringham’s CEO/Founder) is a regular
visitor to AMH and is always happy to meet and talk with you.

NEWSLETTERS
An in-house newsletter is issued every three months and
contains many articles of interest. Contributions are always
welcome so if you have some information or a joke to
share with other residents, please pass it onto the
recreation staff.
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Donations / Gifts
GIFTS TO STAFF
Staff do not expect to receive gifts from you for the care
that they provide. If you would like to express your
thanks to the staff a small gift may be accepted at
celebrations such as Christmas, and gifts will be shared
amongst staff. Under no circumstances can staff accept
monetary gifts or personal belongings from you.

BEQUESTS TO WINTRINGHAM
If you would like to make a contribution to
Wintringham’s work with the aged and homeless,
please let the Site Manager know so that we can find
out what you have in mind for the use of your gift.
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Keeping Safe
FIRE SAFETY
Your room is equipped with smoke detectors, heat
detectors and sprinklers. The detectors are linked to a fire
panel, that will sound an alarm in the event of a fire.
In the event of a fire or alarm, assemble at designated
assembly area. All residents and staff to use cream gate
in fence, to keep driveway clear to ensure fire brigade
have clear access of entry.
A copy of the Fire Orders and a map showing the assembly
are is on the back of your door. Please familiarise yourself
with the exits from your room and the buildings. You can
expect fire drills to take place from time to time.
Please:
• Keep clothes and other combustibles
away from your heater
• Never smoke in bed
• Do not overload your power boards.
Double adaptors are not permitted as
they can be dangerous
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Keeping Safe
HEALTH & SAFETY
Your safety is our number one
priority. The government recognises
this as well, and has put in place
legislation to keep both you and our
staff members safe.
Sometimes, we may not be able to do
some things that you want to do
because of this legislation. If you don't
understand why a rule is in place, ask
our staff to explain it.

Wintringham is your home and we want everyone to feel
healthy and safe. We ask that you contribute ideas about
health and safety at the resident meetings and though
Feedback and Improvement Forms.
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Your Rights &
Responsibilities
You have the right to:
•
•
•
•
•
•
•

•
•
•
•

full and effective use of your personal, civil, legal and consumer
rights.
quality support appropriate to your needs.
be treated with dignity and respect, and to live without exploitation,
abuse or neglect.
live without discrimination or victimisation and without being
obliged to feel grateful to those providing your care and
accommodation.
personal privacy including having access to a phone that can be used
privately and receiving your mail unopened.
live in a safe, secure and home-like environment, and to move freely
both within and outside the facility without undue restriction.
be treated and accepted as an individual, and to have your
preferences taken into account and treated with respect.
continue your cultural and religious practices and to keep the
language of your choice without discrimination.
select and maintain social and personal relationships with anyone
else without fear, criticism and restriction.
freedom of speech.
maintain your independence, including a recognition of personal
responsibility for your actions and choices, even though some
actions may involve an element of risk that you have the right to
accept, and that should then not be used to prevent or restrict your
actions.
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Your Rights &
Responsibilities
•
•
•
•

•
•
•
•

maintain control over, and to continue making decisions about, the
personal aspects of your daily life, financial affairs and possessions.
be involved in the activities, associations and friendships of your
choice, both within and outside the facility.
have access to services and activities available generally in the
community.
be consulted on, and to choose to have input into, decisions about
the living arrangements of the facility.
have access to information about your rights, care, accommodation
and any other information that relates to you personally.
complain and to take action to resolve disputes.
have access to advocates and other avenues of redress.
be free from reprisal, or a well -founded fear of reprisal, in any form
for taking action to enforce your rights.

You have a responsibility to:
•
•
•
•
•
•

respect the rights and needs of other people within the facility, and
to respect the needs of the SRS community as a whole
respect the rights of staff and management to work in an
environment free from harassment
care for your own health and well-being, as far as you are capable
if you manage your own medication, store it safely to avoid risk to
others
keep you space clean and tidy and respect shared areas
inform your medical practitioner, as far as you are able, about your
relevant medical history and your current state of health.
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Committed to Quality
The philosophy of our organisation
is based on our values of Options
Dignity and Rights

We have a desire to enhance the
independence of all residents and
not only to meet individuals’ needs
but to exceed their expectations.

Our commitment to quality is underpinned by the belief
that all elderly men and women should have equitable
access to quality services irrespective of their financial
circumstances or lifestyle.
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Committed to Quality
All support services are managed from our Head Office
located at

136 Mt Alexander Road
Flemington VIC 3013

You can contact Head Office by telephone on

9376 1122
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Committed to Quality
INCLUSION
Wintringham is committed to equal opportunity for
all. We value and embrace differences in gender,
gender identity, ethnicity, culture, ability, religion,
beliefs and sexual orientation.
We are committed to the safety of our older
persons and have zero tolerance for elder abuse.
We acknowledge the Indigenous people as the
traditional custodians of the lands on which our
services are delivered. We pay our respects to
Elders, past, present and future.
Wintringham recognises that diversity and inclusion
contribute to help achieve our goals and vision of
ending homelessness for people aged 50 plus.
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Committed to Quality
PRIVACY
Wintringham is committed to protecting the privacy of
your personal information, whilst ensuring we provide you
with the best possible support, care and services.
More detailed information about how we collect, use,
disclose and manage your health and personal information
can be found in Wintringham’s Privacy Policy, which is
available on our website.

Our Privacy Policy is also included in your information kit,
plus you can request a copy from your Site Manager.
If you have any questions or complaints in relation to
privacy, or how we manage your personal information,
please contact Wintringham’s Privacy Officer on:

9376 1122
privacy@wintringham.org.au
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Committed to Quality
FEEDBACK & IMPROVEMENT MODEL
We welcomes feedback, comments and suggestions from
everyone. Having a say about what you like is an important part
of being a member of a group, and ensuring the right services
are offered to you.

We use Feedback and
Improvement Forms to tell us
what we are doing right, or let
us know about areas you think
we can improve.

These forms are taken
from you and registered
on our system, where
managers decide on the
action that is taken.

We will make sure that you are updated
through the process and communicate how
your feedback is being handled to you.
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Committed to Quality
FEEDBACK & IMPROVEMENT MODEL
Surveys and questionnaires about services will be circulated from
time to time and we hope you will take the time to complete these
forms.
In addition, family and friends are welcome to contribute their
ideas and suggestions, and feedback is appreciated. They can do
so by completing a feedback form available from staff.
These forms are available through staff, but will also be on display
in the facility. An example of the form can be found below.

AMH - Wel come Booklet

48

Committed to Quality
RAISING CONCERNS
If you have a problem with somebody at Wintringham or the
services we are providing, here are some ways in which you
can manage that, so the best outcome can be achieved for
everyone.

STEP 1: SELF RESOLUTION
In the first instance, if you
have a dispute or a complaint,
you should discuss your
concerns with the other
party.

STEP 2: MAKE A COMPLAINT

When you cannot resolve the problem by
yourself, either ask to speak to the Site
Manager or you can use Wintringham’s
Complaint Form. You can also email
feedback@Wintringham.org.au. You should
get a response from us within 7 days.

STEP 3: ASSISTED RESOLUTION
The Site Manager will work with
you to help resolve the conflict.
Sometimes, if this is not
appropriate, Wintringham will
help you seek external
assistance to resolve the conflict.
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RAISING CONCERNS
If you’re not happy with how we’ve helped you resolve the conflict, you can
call any of the following numbers:
Wintringham General Manager – Aged Care

9376 1122

Health Complaints Commissioner

1300 582 113

Homeless Advocacy Service (HAS)

1800 066 256

Victorian Equal Opportunity and Human Rights Commission

1300 292 153

If you are deaf of have a hearing or speech impairment, contact the National
Relay Service 1800 555 667 and ask for 1800 951 822
If you need an interpreter contact the Translating and Interpreting Service
131 450 and ask for 1800 951 822
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RAISING CONCERNS
You may also wish to discuss the issue with an external agency.

Department of Health Authorised Officers
Authorised officers from the department will visit the SRS
regularly and are responsible for ensuring the SRS follows
the Act and Regulations.
Department of Health – Southern Metropolitan Region

8765 5444
Community Visitors Program
The Community Visitors Program is part of the Office of the
Public Advocate, which is an independent body. Community
visitors are trained volunteers, who visit the SRS regularly to
see if services are being provided in accordance with the
principles and accommodation and personal support
standards of the SRS Act and regulations. They can talk to you
and staff to find out about any problems and work with staff
and management to resolve them.
Community Visitors Program (Office of the Public Advocate)
www.publicadvocate.vic.gov.au/services

1300 309 337
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