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Purpose

The purpose of this policy is to protect the independence, privacy, dignity, happiness, safety, security and wellbeing of Village, Apartment,
Homestead and Cottage residents, Guests, Community Care Clients, Contractors, Volunteers and Staff. This policy identifies the way in which
Westmont expects all stakeholders to conduct themselves and their interactions with others.

Definitions

For the purposes of this policy please refer to the definitions below.

Refers to Contractors, Staff and Volunteers providing care and services on behalf of Westmont.
‘Workers’

Refers to people living in an Apartment (ALU), Villa (ILU) or in residential care (Homestead and Cottages).
‘Residents’

Refers to a person receiving care and services from our Community Care operations.
‘Clients’

Refers to people visiting our facilities or offices or who are present whilst care and services are provided in the
‘Guests’ client’s home.

Roles and Responsibilities

Workers are accountable for:

Abiding by the Aged Care Code of Conduct

Adhering to infection prevention and control protocols and other safety measures to ensure the wellbeing of all
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not speaking to or discussing Westmont or Westmont activities to any Media outlets,
acting respectfully and responsibly with all interactions with families, clients, residents, their representatives and other workplace participants
working within scope of practice and / or in accordance with professional registration standards
respecting privacy of colleagues
ensuring professional boundaries are maintained
respecting resident and client confidentiality by:
o securely storing personal and sensitive information,
0 maintaining secure password access for Westmont's IT systems
o not sharing passwords
reporting issues or incidents if and when they occur and documenting incidents in a timely accurate and respectful manner
promoting a culturally safe environment for all which is free from, from bullying, harassment, discrimination, victimisation, and intimidation
provide all care, supports and services which are free from:
o discrimination, exploitation, neglect, and all forms of violence, sexual misconduct, or abuse
Residents, Clients and Guests are responsible for:
Respecting the peace, comfort and privacy of others

Respecting the rights of others to work and live in an environment free from bullying, harassment, intimidation, discrimination, exploitation,
abuse or sexual misconduct

Respecting a person’s identity, culture and diversity

Not taking photos or videos of others without permission, or posting content of another person on social media without their permission
Using respectful and acceptable language

Refraining from interfering with the day-to-day operations staff undertake

Providing feedback on the care and services Westmont provides

Being courteous and polite towards workers providing care and services on behalf of Westmont

Reporting alleged or suspected incidents as soon as practicable

Being respectful of another person’s belongings and/or environment

Being respectful of another person’s choices

Respecting no smoking areas and/or refraining from smoking whilst a staff member is present in a client’s home or providing a service
Ensuring a safe working environment for workers providing care and services on behalf of Westmont

Adhering to infection prevention and control protocols and other safety measures to ensure the wellbeing of all

Ensuring all people in the clients home whilst staff member(s) are in attendance are not intoxicated or under the influence of illegal
substances

Complying with any reasonable directions given by staff regarding procedures and safety protocols

Not displaying any offensive material
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Not having any weapons present or items that can harm others

Making a complaint

Complaints or concerns can be raised in person at one of our offices listed below or by lodging a feedback form. Feedback forms are located
throughout our Apartments, Homestead, Cottages and Community Care offices (Willows and High St).

Complaints can be made anonymously or give your name it's up to you. However, if you provide your identity, this will assist with the investigation

process.

Please ensure when lodging complaints or concerns, that you provide a detailed description of the issue, including locations, names of people
involved and their roles, dates and times, possible witnesses and any other supporting evidence of the events.

Complaints or concerns can be forwarded to any of the following contacts, depending on your concern.

Residential Care (Homestead & Cottages)

Mail - Quality Manager 265 Baranduda Blvd, Baranduda Vic 3691

Email: admin@westmont.org.au

Quality Manager: cmoxey@westmont.org.au

Hotel Services Manager: pward@westmont.org.au

Clinical Director: Isouquet@westmont.org.au

Ph: 02 6043 9999

Community Care including the Willows

Mail — Director of Community Care 170 High St, Wodonga Vic 3690

Email:

Director of Community Care: mvogel@westmont.org.au

Admin: communitycare@westmont.org.au

Ph: 02 6043 9867

Use QR Code to submit online

Mail = Apartment and Village Manager 265 Baranduda Blvd Baranduda Vic 3691

Apartments (ALUs) Email
Apartment and Village Manager: angela.collins@westmont.org.au
Ph: 02 6043 9832

Village (ILUs)

“Same as above”
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Complaints or concerns that do not fit in any of the above, please forward to
Westmont's Privacy Officer.
Other . . . .
Mail = Westmont Privacy Officer 265 Baranduda Blvd, Baranduda Vic 3691
Email: po@westmont.org.au
Ph: 02 6043 9999
Procedures

Where a formal complaint has been made, Westmont will follow its complaints handling process.

Other resolution procedures may include facilitating mediation, providing further training, taking disciplinary action against workers, imposing
sanctions against non-employees, offering counselling, or initiating legal action. Depending on the complaint, requests to improve or monitor may
be provided in a formal letter to the respondent.

References

This policy serves as an addendum to the ‘Rules of Westmont Village’ and ‘Variation to The Rules’ in both the Apartment and Village lease
agreements.

Retirement Living Code of Conduct
https://www.awisemove.com.au/wp-content/uploads/sites/23/2024/05/CURRENT-Retirement-Living-Code-of-Conduct-January-2020-TR-1.pdf
Retirement Villages Act 1986

https://content.legislation.vic.gov.au/sites/default/files/2021-12/86-126aa084%20authorised.pdf
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