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For us, it’s about making a real difference to the lives  
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About Us

When you choose Adssi In-home Support 
for your Home Care Package (HCP), 
you know you’re in safe hands, with an 
accredited organisation and experienced 
case managers who are qualified and police 
checked. We have over 30 years’ experience 
in our community and have supported 
thousands of people to stay living at home.

At Adssi, your HCP care and services plan is uniquely 
tailored to meet your specific needs and goals. 
We welcome the input of loved ones and are very 
experienced at helping our clients identify and 
prioritise the best use of their HCP. The range of 
choice is extensive.

The aim is to help older people live as independently 
as possible with a focus on doing with, not doing for 
you. A HCP with Adssi In-home Support also gives 
you access to nursing and allied health services 
including occupational therapy and physiotherapy in 
your home, a range of wellbeing programs including 
gentle exercise (either in your home or in a small 
group), falls prevention programs, overnight respite 
getaways, social support outings like going to the 
movies, enjoying lunch and variety concerts. We can 
also support you to get online safely and confidently so 
you can stay connected with family and friends, share 
photos, play games, read the news or books online, 
shop and more. 

For your peace of mind, all our staff, whether they 
come into your home or are team members you 
speak to over the phone, are police checked. Our 
friendly Building Services Team are all qualified in 
their respective trade. In conjunction with our Allied 
Health Team’s recommendations, they can help you 
with home modifications, including ramps and rails, 
to make access easier and to keep you safe moving 
in and around your home. Some home maintenance 
services are also available under the HCP guidelines.

You design your own package in line with your 
assessed needs. 

High 
 quality,  
 personal 
support
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A Home Care Package can assist you with: 

 Clinical care and allied health including in-home 
nursing, physiotherapy, occupational therapy, 
speech therapy and counselling; 

 personal care (showering and dressing); 

 general household chores like cleaning, meal 
preparation and laundry; 

 transport for shopping and medical appointments; 

 nursing - health assessments, screening and 
monitoring, wound management, continence 
assessment and management, health maintenance 
and more;

 social support and outings (visiting a friend, movies, 
lunch, hobbies); 

 personal safety, monitoring devices and  
other equipment; 

 home modifications to make things easier and safer 
(e.g. ramps, rails); 

 garden and lawn maintenance; 

 linen hire and delivery (Central Coast only); 

 wellbeing programs e.g. gentle exercise at home, 
online or in a group, falls prevention and more;

 respite services to give carers a break;

 using your technology with confidence, for example 
mobile phone or tablet, to help you connect with 
friends, family and the world safely and securely; 

If you don’t use one or more of the services in your 
package for a period of time, because you are away or 
in hospital for example, you may be able to use some 
of the funds for other things you have identified in your 
care and services plan.

There are some things you can’t use your 
home care package for: 
This includes any item or adaption that would usually 
be paid for out of your general income.  
For example: home improvements, home appliances  
or fixtures, domestic appliances 

 pay your rent or mortgage; 

 buy your groceries or meals; 

 pay for holidays; 

 pay your Home Care Package or other fees.

Your case manager will advise what you can  
or cannot use your HCP for



Goal Setting

Home Care Packages Home Care Package Supports and Services

Domestic Assistance
This service provides assistance with cleaning  
essential areas in the home that you regularly use.

Domestic Assistance refers to tasks such as:

• General house cleaning including vacuuming, 
sweeping and mopping floors (your bedroom, 
bathroom, kitchen, living); 

• Cleaning your shower, toilet, bath and hand basin; 

• Emptying kitchen/bathroom bins, dishwashing,  
wiping down kitchen benches, stove, and sink;

• Doing your laundry including hanging out and 
bringing in and ironing if needed; 

• In your bedroom the service can include changing 
sheets, making the bed, wiping tops of bedside/ 
dressing tables; 

• The service can include ensuring your wheelie bin  
is in or out, checking the mailbox; 

• We can provide a linen service twice weekly which 
can include sheets, towels and bed protectors.

Please note: The service does not include cleaning 
areas or tasks associated with other family members, 
residents or visitors in your home.

The service does not include heavy tasks such  
as cleaning blinds, windows, scrubbing floors,  
cleaning swimming pools, moving furniture.
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Home Care Packages are assessed and allocated in 
levels, from Level 1–4. A Home Care Package gives you 
control over the type of in-home support you receive 
and when you receive it. 

Depending on your circumstances you may start on  
a lower level and move to a higher level package if  
your needs change.

Each person’s Home Care Package will be different.  
This is because we all have different needs and goals. 
Your Case Manager will work with you to identify your 
goals, and how to go about achieving them. 

Your goals might be around your health, your social 
activities or your mobility and safety in the home. You 
can create your own package that is tailored to suit 
you. You might have a goal that improves your daily 
living (e.g. being able to walk your dog), or something to 
improve your lifestyle (e.g. return to a hobby or activity).

We will put together a tailored agreement and care and 
services plan that is in line with your budget. The budget 
is made up of funds from the government (the amount 
depends on the level of your package), your contribution 

Level 1: Basic care needs  
(approx. 1–2 hrs of service per week)

Level 2: Low-level  
(approx. 3–5 hrs of service per week)

Level 3: Intermediate  
(approx. 7–9 hrs of service per week)

Level 4: High level  
(approx. 10–13 hrs of service per week)

and any income tested fees (which are determined by 
Services Australia, formally Centrelink). 

You may ask us to provide additional services beyond 
those subsidised by the Australian Government under 
your Home Care Package. These additional services 
should be consistent with your needs and will incur 
additional fees. 

If over time you find you need more support, please 
give us a call. By having your needs reassessed we can 
help you change your plan.  If you have been unwell or 
in hospital we can discuss the best way to help you with 
either short or long term help.
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Linen Service
Our linen service provides clean towels, sheets,  
pillow cases, bed pads and protectors. Our pick up  
and delivery service is provided twice a week. We may 
also be able to help you with changing the bed linen.

Social Support
Enjoy the company of others on our supported  
outings and bus trips. Outings include movies, 
shopping, lunches and variety concerts. A fortnightly 
men’s group provides a time and place for men to 
enjoy each others company.

Connect With Tech
Our Connect With Tech program can help you get 
online safely, using your iPad or mobile phone, so you 
can stay in touch with family and friends, browse the 
internet, borrow e-books from the library, learn how to 
shop online and much more.

Personal Care
This includes all the things we usually do for ourselves 
such as showering, grooming, getting dressed or 
undressed and using the bathroom. 

These activities may have become more difficult  
for you, or perhaps you need a bit of help after an 
illness, injury or a stay in hospital.

Our trained and caring staff can help you with your 
personal care needs in a way that respects your  
dignity and preferences.

Meal Preparation
We can support you to prepare your choice of a fresh 
cooked meal in the familiarity of your home. We will 
discuss with you any dietary requirements and prepare 
fresh meals for you. These can also be frozen for your 
convenience, then thawed and reheated when needed. 

We can also assist you with receiving Meals on 
Wheels and your Home Care Package can pay a 
portion of this cost.

Transport
If you find yourself unable to drive, we can provide 
transport to appointments such as the GP or  
specialist. We can arrange for one of our qualified  
aged care support workers or volunteers to stay  
with you while you wait to be seen if necessary,  
or simply take you to and from your appointment.

Gardens and Lawns
We can help with your garden maintenance and  
lawn mowing to keep things tidy and safe.

Nursing
In-home nursing can help you manage chronic health 
conditions in the comfort and privacy of your own 
home. Our friendly and qualified Registered Nurses 
can help you with medication management, health 
monitoring, post-hospital care, and wound and 
continence care. Registered Nurses can also work with 
our Allied Health team and you to help make every-day 
tasks easier to manage.

Respite
If you’re a carer who provides significant levels of care 
and support to someone who has a chronic health 
condition or who is frail and aged, you may be eligible 
for respite services. Respite gives carers a break from 
their caring responsibilities for a few hours, a full day or 
longer when needed.

Throughout the year we host 4 and 5 day respite 
getaways for clients and their carers. Accommodation, 
transport and all meals are included, along with guest 
speakers, entertainment and activities.

Activities and Groups
We host a range of activities, many of which are free  
of charge. Some incur a nominal fee.

Regular programs include our 7 week Stepping On Falls 
Prevention program; our weekly Active @ Adssi gentle 
exercise program, facilitated by an experienced and 
qualified exercise physiologist.

We also host Tea and Technology seminars to help you 
make use of tablets and smartphones and take the 
mystery out of technology.

To find out more about these services  
or programs, please see our Client 
Newsletter, follow us on Facebook, visit 
our website www.adssi.com.au or give  
our friendly team a call on 1300 578 478.
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Occupational Therapy
Our registered and qualified team of Occupational 
Therapists provide in-home assessments with the aim 
of improving your safety and independence, both at 
home and in the community.

A comprehensive in-home assessment will take into 
consideration your medical conditions and your ability 
to safely access the home and community. We will 
identify risks and hazards that could compromise 
your safety or independence.

Simple solutions may include the installation of 
grab rails in the bathroom or toilet. More complex 
recommendations may include a full bathroom 
modification. We will discuss your specific needs  
with you to determine your options. OT’s can also 
assist with a range of health conditions and falls 
prevention strategies.

Personal Alarms
A personal alarm or personal monitoring system can 
give you and your family peace of mind. We have tried 
and tested a range of systems that work in your home 
or in the community.

We have partnered with Tunstall Healthcare who 
provide 24 hour/day, 7 days/week monitoring from 
their call centre based in Australia. 

Alarms are quick and easy to install can can help 
support older people, anyone who has been 
discharged from hospital and requires additional 
support, and anyone with longer term health 
conditions. Talk to us to find out more about 24 hour/
day, 7 days/week, 365 days/year monitoring. 

Adssi also offers our clients the smart technology 
platform Umps Health. The system uses smart plugs 
placed between regular household appliances, such 
as a kettle, television or refrigerator, and the power 
outlets to monitor household behaviour, sending 
alerts if any abnormalities are detected. Umps 
Health provides support for older people to remain 
independent at home without invading their privacy.

Goods and Equipment
A range of goods and equipment is available through  
a HCP budget. To ensure your safety and independence, 
one of our friendly and qualified clinical staff will assess 
you in your home. Equipment to help make day-to-day 
activities easier and safer and can include shower chairs, 
over-toilet aids, commode chairs, walkers, mobility 
scooters, walking sticks etc. 

Physiotherapy
Our registered and qualified physiotherapists can come 
to your home to support you to get better and stay well. 
Physiotherapists assess, diagnose, treat and prevent 
a wide range of health conditions and movement 
disorders. Physiotherapy helps repair damage, reduce 
stiffness and pain, increase mobility and improve 
quality of life and can help with:

• Cardiorespiratory – prevents, rehabilitates and 
supports people living with, or at risk of diseases 
and injuries affecting the heart and lung e.g.  
heart disease or asthma;

• Cancer, palliative care – addresses a range  
of needs, including treating, managing or 
preventing fatigue, pain, muscle and joint  
stiffness, and deconditioning;

• Supporting older Australians – physiotherapists 
promote healthy and active ageing and help 
manage or prevent the effects of osteoporosis, 
incontinence and falls;

• Musculoskeletal – prevents and treats 
musculoskeletal conditions e.g. neck & back pain;

• Neurology – promotes movement and quality 
of life in patients who suffer stroke, Parkinson’s 
disease and multiple sclerosis;

• Orthopaedic – helps prevent or manage acute 
or chronic conditions such as osteoarthritis, 
rheumatoid arthritis and amputations;

• Pain – managing or preventing pain and its impact  
on function;

• Aquatic – using a pool, a physiotherapist  
can treat conditions using hydrotherapy.  
Aquatic physiotherapy is popular for aged care.
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If you find you need a bit more  

support, please give us a call on  

1300 578 478 to discuss how we can help.

We may refer you back to My Aged Care  

for an updated assessment. 

My Aged Care
1800 200 422  

(Monday–Friday 8am–8pm  
and Saturday 10am–2pm)

www.myagedcare.gov.au

HCP Services



Carpentry Maintenance and Repairs including:

• Faulty door locks and handles;

• Sticking/swollen timber doors;

• Fly-screen installations and repairs;

• Damaged wall skirting and architraves.

Plumbing Maintenance and Repairs including:

• Tap washer replacements and tap servicing;

• Toilet cistern repairs/replacements;

• Lever tap and hand held shower installations;

• Gutter cleans;

• Water service leaks.

Electrical Maintenance and Repairs including:

• Security sensor light installations;

• RCD/Safety switch installations; 

• Smoke alarm installation and servicing;

• Ceiling fan installations;

• Oven, cook-top and range-hood replacements.

Please note: Some modifications require an 
Occupational Therapy assessment.

Our team of tradesmen can also help you with private 
maintenance or modification jobs (i.e. not eligible 
through HCP guidelines). Our team is police checked 
and fully insured and carry identification so you know 
exactly who is coming into your home.
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HCP Services

Building Services
Home modification and maintenance services can 
improve safety and access in and around your home.

Services include:

• Manufacture and installation of custom made 
access ramps and step threshold wedges to 
improve wheelchair and walker access;

• Manufacture and installation of custom made 
galvanised metal and stainless steel handrails;

• Installation of prefabricated modular grab rails  
in assorted finishes;

• Practical bathroom and access modifications;

• Wheelchair access modifications;

• Concrete pathways and landings;

• Installation of retractable hose reels to help  
prevent trip hazards.

Before After
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Occupational Therapy
Our registered and qualified Occupational 
Therapists provide in-home assessments 
with the aim of improving your safety and 
independence both at home and in the 
community.

A comprehensive in-home assessment will take  
into consideration any medical conditions, and your 
ability to safely access the home and community. 
We will identify risks and hazards that could 
compromise your safety or independence.

Simple solutions may include the installation 
of grab rails in the bathroom or toilet. More 
complex recommendations may include a full 
bathroom modification. We may be able to 
help you access funding for equipment for your 
particular circumstance, to help you maintain your 
independence. We will discuss your specific needs 
with you to determine your options.

Personal Alarms
A personal alarm can give you and your family 
the peace of mind to remain living safely and 
independently. We have partnered with Tunstall 
Healthcare who provide 24 hour/day, 7 days/week 
monitoring from their call centre based in Australia.

Alarms are quick and easy to install, with a pendant 
worn around the neck or on the wrist. A personal 
alarm can help support older people, people living 
with disability, anyone who has been discharged 
from hospital and requires additional support, and 
anyone with longer term health conditions. Talk to 
us to find out more.

Physiotherapy
Our registered physiotherapist can come 
to your home to support you to get better 
and stay well. Physiotherapists assess, 
diagnose, treat and prevent a wide range of 
health conditions and movement disorders. 
Physiotherapy helps repair damage, reduce 
stiffness and pain, increase mobility and 
improve quality of life and can help with: 

 Cardiorespiratory – prevents, rehabilitates and 
supports people living with, or at risk of diseases 
and injuries affecting the heart and lung e.g. heart 
disease or asthma;

 Cancer, palliative care – addresses a range of 
needs, including treating, managing or preventing 
fatigue, pain, muscle and joint stiffness, and 
deconditioning;

 Supporting older Australians – 
physiotherapists promote healthy and active 
ageing and help manage or prevent the effects of 
osteoporosis, incontinence and falls;

 Musculoskeletal – prevents and treats 
musculoskeletal conditions e.g. neck & back pain;

 Neurology – promotes movement and quality 
of life in patients who suffer stroke, Parkinson’s 
disease and multiple sclerosis;

 Orthopaedic – helps prevent or manage 
acute or chronic conditions such as osteoarthritis, 
rheumatoid arthritis and amputations; 

 Pain – manage or prevent pain and its impact 
on function; 

 Aquatic – using a pool, a physiotherapist 
can treat conditions using hydrotherapy. Aquatic 
physiotherapy is popular for aged care. 

CHSP clients will need a referral from MY AGED 
CARE. Please call us for more information or to book 
your home visit.

To be referred to us for any additional services you must contact  
‘My Aged Care’ on 1800 200 422  

(Monday - Friday 8am - 8pm and Saturday 10am - 2pm)  
or visit www.myagedcare.gov.au
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Getting a little help 
means I can spend 
more time doing  
the things I love - 
like gardening.



Charter of Aged Care Rights

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, and personal and social life, including where 
the 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. 

Consumers
Consumers have the option of signing the Charter of 
Aged Care Rights (the Charter). Consumers can receive 
care and services even if they choose not to sign.

If a consumer decides to sign the Charter, they are 
acknowledging that their provider has given them a 
copy of the Charter, and assisted them to understand:

• information about consumer rights in relation 
to the aged care service; and

• information about consumer rights under 
the Charter.

Providers
Under the aged care law, providers are required to 
assist consumers to understand their rights and give 
each consumer a reasonable opportunity to sign the 
Charter. Providers must give consumers a copy of the 
Charter that sets out:

• signature of provider’s staff member;

• the date on which the provider gave the consumer 
a copy of the Charter; and

• the date on which the provider gave the consumer 
(or their authorised person) the opportunity to sign 
the Charter;

• the consumer (or authorised person)’s signature 
(if they choose to sign); and

• the full name of the consumer (and authorised 
person, if applicable).

The provider will need to retain a copy of the signed 
Charter for their records.
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Advocacy
You have the right to use an advocate of your choice 
to negotiate on your behalf with Adssi In-home 
Support. This may be a family member, friend or 
someone from an advocacy service, like the Seniors 
Rights Service. We can help you contact a service  
if you would like us to.

An advocate is a person who, with your authority, 
represents your interests. You may choose to use 
your advocate during assessments and reviews,  
if you want to lodge a complaint, or at any time  
you want to communicate with us. We will deal  
with your advocate only in matters that relate  
to the support services you receive. We do not 
consider your advocate to be your guardian or  
your financial manager.

You can appoint an advocate in writing, via email  
or mail (please see contact details on back cover).

You can change your advocate at any time by 
contacting your Case Manager.

Older Persons  
Advocacy Network

Level 4, 418a Elizabeth St, 
Surrey Hills NSW 2010

1800 700 600

www.opan.com.au

Monday–Friday 8am–8pm

The Seniors 
 Rights Service
Level 4, 418a Elizabeth St, 

Surrey Hills NSW 2010

1800 424 079

www.seniorsrightsservice.org.au

Monday–Friday 9am–5pm

Your Rights as a Client

Your rights under the Charter of Aged Care Rights

The Charter of Aged Care Rights is an important document 
made by the Australian Government, to help you understand 
your rights as a consumer receiving a Home Care Package.  
Your Case Manager will explain your rights under the Charter 
and provide you with a copy at the end of the Home Care 
Standard Terms and Conditions. We encourage you to sign  
it and return it to us, but you are not required to do so.
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3. Credit card over the phone

If you would like to pay your account over the 
telephone using your Visa or MasterCard please 
call 1300 578 478 and press 1 to go through to the 
Finance Department.

4. By mail

You can detach the bottom of your invoice and 
return it to us by mail to 3A Pioneer Avenue, 
Tuggerah NSW 2259. You can pay by cheque, 
money order or credit card. 

Each month you will be issued with a statement 
outlining how you have spent your budget, along with 
the available balance.

You may also receive an Invoice for items such as 
your Basic Daily Care Fee or other charges that a HCP 
budget does not pay for.

You can pay your invoice in a number of ways:

1. Direct debit

You can set up a secure Direct Debit payment with us. 
Direct Debit is automatic and convenient. Ask your 
Case Manager for the Direct Debit form. 

2. Direct credit into our bank account

You can also directly deposit your payment into 
our bank account.

Home Care Packages are provided at 4 different  
levels, and each is assigned a budget by the  
Federal Government. 

The budget of your Package is made up of the following: 

• The Government subsidy (dependent on the  
 package level) 

• The income tested fee (if applicable to you) this  
 is determined by Services Australia (Centrelink); 

• The basic daily care fee (if applicable and can  
 be negotiated with Adssi). 

Basic daily fee

Providers can ask everyone taking up a Home Care 
Package to pay a contribution (called the Basic Daily 
Care fee), irrespective of the consumer’s income and 
whether or not they are a member of a couple.

The basic daily fee is determined by Services Australia 
(Centrelink) however we may be able to negotiate this 
with you - please discuss this with your Case Manager 
The fee is re-adjusted on 20 March and 20 September 
each year in line with changes to the age pension.

Your Case Manager will review this fee with you at each 
Care Plan Review.

You can find out more about the current basic daily fee 
rate in the Schedule of Residential and Home Care fees 
and charges at www.agedcare.health.gov.au/aged-care-
funding/ aged-care-fees-and-charges.

Income-tested care fee

Depending on your income, the Government may ask 
you to contribute more to the cost of your care. This 
is called an income-tested care fee and is different for 
everyone because it is based on an individual’s income. 

For some people, including those on a full pension, an 
income tested care fee does not apply.

It is determined by Services Australia (Centrelink), and 
reduces the amount of subsidy paid by the Government 
for your package to the Provider.

The income tested care fee (if applicable) is in addition 
to the basic daily fee.

 The total of your Package is made up of the 
Government subsidy + the income tested fee (if 
applicable), plus the basic daily care fee. 

The total of these pays for your services and equipment 
as per your care and service plan.

Statements and InvoicesFees and Charges
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Please note that whether you pay any or all of the above 
fees (basic daily care fee or income tested care fee) 
depends on your personal financial circumstances and 
your service choices. This will be explained and outline in 
a budget your Case Manager will provide to you.

Care Management Fee 

This fee is paid from your Home Care Package budget 
and will be itemised in your monthly statement.  
The Care Management fee includes things like: 

• reviewing the home care agreement and care plan  
 to make sure it fits in with your needs

• coordinating and scheduling your services

• ensuring the care aligns with other supports

• providing a point of contact for you/your  
 support network

• ensuring care is culturally appropriate

• identifying and addressing risks to your safety

Package Management Fee  

This fee is paid from your Home Care Package budget 
and will be itemised in your monthly statement. 
Package Management means the ongoing tasks we do 
to deliver and manage your Home Care Package.  
This includes:

• preparing monthly statements

• managing package funds including claiming  
 your subsidy

• meeting compliance and quality assurance standards

• Review and Exit Fees

Please note we do not charge any additional review 
fees over and above the Care Management fee.  
We do not charge exit fees when you no longer need 
your package or change providers.

Bank: National Australia Bank

Account name: ADSSI Limited

BSB Number: 082-528

Account Number: 687-218-654

Reference: Invoice Number and/or  
Client Name

Please include the invoice number and/or 
name of the client for whom you are  
paying to ensure that the payment is 

credited to the correct account.
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Carers are people who provide unpaid care and 
support to family members and friends who are 
frail aged, have a disability, mental illness, chronic 
condition or terminal illness.

Carers are an integral part of Australia’s health 
system and are the foundation for the delivery  
of aged, disability, palliative and community care.

Caring may include help and support in any of  
the daily activities of the person being cared for.  
It may include domestic assistance and personal 
care, help with dressing, showering, meals or 
providing transport.

Commonly, carers are responsible for the 
management of medications. Carers provide 
emotional, social or financial support. Caring may  
also involve helping the person they are caring 
for to be organised, reminding them to attend 
appointments and manage emergencies. 
Your carer may be someone who does not 
necessarily live with you, but supports you to  
remain living at home.

Australia has over 2.7 million carers, 12% of the 
population. The chances are you personally are  
a carer, have a carer or know a carer.

Flexible Respite
Flexible respite is designed to give carers a break 
from their caring role. Our caring team of trained 
community support workers can provide carer’s 
respite at home for a few hours, overnight, 
weekends and in an emergency. Community 
Support Workers can also take the client out  
to enjoy an activity or visit friends or family, 
enabling the carer to attend to their own activities 
or appointments.

Respite Getaways
Adssi In-home Support hosts respite getaways 
throughout the year, for carers and the person  
they care for.

Respite getaways offer the opportunity for the carer 
and/or the person they care for to get away for a 
few days, with the peace of mind that they will be 
supported by experienced and qualified staff.

Getaways can be paid for out of your Home Care 
Package and include all meals, accommodation, 
transport to attend, as well as the various activities 
and entertainment during your stay. Getaways are 
held throughout the year, over 4 or 5 days.

To find out more, please check the Client Newsletter, 
follow us on Facebook or visit  
www.adssi.com.au.

To book your getaway, please call 1300 578 478.

Carer Recognition

Carers are the foundation of  
our aged, disability, palliative  
and community care systems.
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Carer Line
For carer information, support and counselling 

contact Carers NSW between 9am–5pm.

Freecall: 1800 242 636

The Carer Gateway provides early-intervention 
services and support for carers. 

For support and advice call 1800 422 737

Monday–Friday 8am–6pm or visit  
www.carergateway.gov.au



Adssi In-home Support welcomes feedback, on the 
services we provide. This helps us to continuously 
improve our practice and ensures our clients are 
satisfied with our service.

Everyone likes to know they’re doing a good job,  
so if you have experienced great service or support,  
we would love to hear from you.

Of course, please let us know if you are unhappy with 
any of the services you receive. We will try and resolve 
the issue promptly and to reach an outcome you are 
happy with.

All feedback is treated in strict confidence and  
will not affect the quality of support you receive  
from us, or any further dealings you have with  
Adssi In-home Support.

Call 1300 578 478 or email info@adssi.com.au

Feedback

Have you experienced our 
great service and support? 
We would love to hear 
from you!
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1. To supply feedback of any kind, 
the following options are available: 

In-person:  
You may speak directly to the 
worker who provides your services; 

Phone:  
You may phone our friendly 
customer service team on  
1300 578 478 or call your  
Case Manager to discuss; 

By writing:  
You may submit your feedback in 
writing, and address your letter to: 

The Quality Manager 
Adssi In-home Support 
3A Pioneer Avenue,  
Tuggerah NSW 2259; 

Contact one of our Client  
Council representatives;  
Email info@adssi.com.au; 

You can also make comments  
via our website if you prefer.  
Go to adssi.com.au/contact-us

All comments will be received  
by our Quality Manager  
and reviewed in confidence in  
a timely matter.

2. When submitting feedback,  
you may determine how and when 
this is made. You also have the 
opportunity to nominate  

the person at Adssi In-home 
Support that you wish to speak  
with (such as your Case Manager). 

In all instances you are welcome  
to use an advocate to speak on 
your behalf.

If you need assistance to provide 
feedback because of difficulties 
with hearing or speech, you can  
call the National Relay Service  
on 133 677 (TTY/voice calls) or  
1300 555 727 (speak and listen).

If you would like to use a telephone 
interpreter you can phone the 
Translating and Interpreting  
Service (TIS) on 131 450.

3. At every opportunity, upon 
receiving your feedback, we will 
endeavour to respond immediately. 
In many cases this is possible 
when you call us on the telephone. 
In some cases we may need to 
investigate further to learn what 
has happened and why it has 
happened so we can prevent any 
repeat occurrences. We aim to  
have this resolved in 7 days. 

Once your issue has been finalised, 
we will contact you to make sure  
you still feel comfortable to access 
services and to ask for your feedback 
on the process.

Feedback Procedure
4. If you are unhappy with the 
outcome of your complaint, you 
have the option of speaking with 
our Regional Manager Central 
Coast/Northern Sydney by  
phoning 1300 578 478.

If you are still not satisfied with  
the outcome, you may wish 
to contact an external and 
independent agency.

The following agency deals 
specifically with complaints:

Aged Care Quality and  
Safety Commission

GPO Box 9819  
(Your capital city and state/territory)

1800 951 822

www.agedcarequality.gov.au

The Aged Care Quality and Safety 
Commission enables people over 
the age of 65, or 50 for Aboriginal 
or Torres Strait Islander peoples, 
to raise their concerns about the 
quality of care or services being 
delivered to people receiving aged 
care services subsidised by the 
Australian Government.

If you would like a copy of  
our Complaints and Feedback  
Policy and Procedure please  
ask your Case Manager or visit 
www.adssi.com.au
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Privacy and Confidentiality Policy

Plain English Version

Your privacy is important to us. 
Below is a ‘plain English’ version of 
how Adssi

(ACN 119 632 825) handles your 
personal information.

Please note: For a more detailed 
version please visit:

www.adssi.com.au 

There is legislation in place to 
protect your privacy and how your 
personal information is managed.  
This policy explains how we handle 
your personal information to 
ensure we meet the requirements 
of the current Privacy Act.

Definitions

What is Personal Information? 
Your personal information is any 
kind of information or opinion 
that can be linked to you. This is 
whether the information is true or 
not; or whether the information 
is written down anywhere or not. 
Examples of personal information 
include your name, address and 
date of birth.

What is Sensitive Information? 
Sensitive information is a type 
of Personal Information. It may 
include information about your 
religious beliefs, racial or ethnic 
origin, or your health.

Why do we collect personal 
information? 
We collect personal information so 
that we can deliver service to you 
efficiently and effectively.

What kinds of personal 
information do we collect? 
We only collect personal 
information that is necessary for us 
to perform our functions. 

Some examples may include: 
Name, address and other contact 
details; date of birth; health details; 
financial circumstances and living 

arrangements.  The information will 
depend on the type of service to  
be provided and will be collected 
from you before and during 
provision of services.

Who does Adssi collect personal 
information from? 
Generally, we collect information 
directly from the relevant person; 
You. Sometimes though, we may 
need to collect information about 
you from a carer, guardian or 
health provider. However, we will 
ask for your consent before doing 
so.

What if you don’t provide us with 
your personal information? 
Unfortunately, if you choose 
not to provide certain personal 
information to us, we may not 
be able to provide you with the 
services you need or be able to 
communicate with you.

Can I use a pseudonym or remain 
anonymous? 
As above, if you do not wish to 
provide this personal information 
to us, then we may not be able to 
provide you with the services you 
require or communicate with you.

How do we use and disclose your 
personal information? 
We use your personal information 
to provide, manage and administer 
our services to you.  As part of 
these processes, we may need to 
provide your personal information 
to other agencies that provide 
services on our behalf. However,  
we will not share any of your 
personal information with third 
parties without your consent. 

*Refer to exceptions in detailed 
Privacy Policy

Offshore data transfers 
We will not store your personal 
information offshore or send to any 
overseas recipient.
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How does Adssi store your 
personal information and for 
how long? 
We will take all reasonable steps 
to ensure that your personal 
information is stored securely and 
is protected. This includes a range 
of systems and communication 
security measures, as well as 
the secure storage of hard copy 
documents. In addition, access 
to your personal information will 
be restricted to those properly 
authorised to have access.  
We keep your personal information 
for as long as we need it to provide 
you with the services you request 
from us and to comply with  
legal requirements. 

If we no longer require your 
personal information for any 
purpose, including legal purposes, 
we will take reasonable steps to 
securely destroy or de-identify  
the information.

Accessing and correcting your 
personal information 
Generally, you have the right to 
access the personal information we 
have about you. To request access 
to your personal information, 
please contact our Quality Manager 
in writing using the contact details 
at the end of this privacy policy. 
If you think that your personal 
information held by us is 
inaccurate, incomplete or out  
of date, please contact our  
Quality Manager and we will  
correct that information. 

Note: Please read the detailed 
Privacy Policy prior to submitting 
any requests.

Direct marketing 
communications 
We will not use your personal 
information for the purpose of 
direct marketing unless we have 
received your consent to do so.

23

Online Data collection 
We also collect anonymous data 
that our website uses to analyse 
trends, administer the website, 
diagnose problems on site servers, 
track user movement, and gather 
broad demographic information to 
help improve the quality of the web 
pages. Such data may include your 
domain name or your IP address. 
None of this information can 
reasonably be used to identify you.

Your feedback, questions  
or complaints 
Note: Please read the detailed 
Privacy Policy prior to submitting 
any requests. It may answer  
your queries.

If you have any questions, feedback 
or concerns about this policy or 
how your information is handled, 
you can contact us during business 
hours on 1300 578 478.

Alternately you may contact us via 
email through our website:  
www.adssi.com.au/contact-us/; 
simply email: 
info@adssi.com.au;  
or mail us at 
Adssi In-home Support 
3A Pioneer Avenue 
Tuggerah NSW 2259

You may make a complaint about 
our handling of your personal 
information, including if you think 

we have breached the Privacy Act, 
by contacting our Privacy Officer 
by post or email.  We will generally 
acknowledge your request within 
14 days and respond within 30 days 
after your request is made, or let 
you know what the next steps are 
to resolve your complaint.

If you are not happy with our 
response, or if you do not feel  
your complaint has been resolved, 
you can seek advice from the 
Office of the Australian Information 
Commissioner by calling  
1300 363 992.

Last updated October 2020.



Contact us on  
1300 578 478 

Monday–Friday  
7.30am–5:00pm 

customerservice@adssi.com.au

You can also leave a  
message after hours  

or on weekends.

If you simply want to notify us of a change in service 
time or something else to do with your regular service, 
then a member of our Customer Service Team can help 
you. You don’t need to speak to your Case Manager to 
make these types of changes.

To enquire about accessing services on a commercial 
basis, or if you have any general enquiry, you can also 
discuss this with the Customer Service Team.

To advise us of a change after hours, please call  
1300 578 478 and leave a voice message.

Delivering our Services 
Our Case Managers will ask you to sign an 
Agreement before we commence services.  
The Agreement includes the Home Care  
Standard Terms and Conditions, your Care and 
Services Plan, our Pricing Schedule and Full Price 
List and your Budget. The Care and Services Plan 
will document the services we will put in place  
to support you to live independently at home  
and your preferences about the time and day/s 
we deliver these services.

30 Minute Service Window 
We pride ourselves on being punctual, however 
sometimes this is out of our hands.

When we schedule your service, please note there is 
a 30 minute service window – this means your worker 
may arrive 15 minutes before or after the scheduled 
time of your service. 

We will only contact you if your worker is expected 
to be held up outside of this 30 minute window 
time-frame. Please note this does not apply to 
time sensitive services such as taking you to an 
appointment. Thank you for your understanding.  
If you have any queries or concerns, please call  
us 1300 578 478.

Helping you stay active.
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You need to be home to have the service provided.  
If you are NOT home when the worker arrives we 
cannot proceed with the service.  
If you have not provided us with notice, we may require 
payment for that service as we still need to pay the 
worker for their time. Our cancellation policy states:

1. Cancellation of service, including postponement 
or any alteration to the original service, must be 
given before 5pm on the previous business day to 
the service. When notice is given, we will attempt to 
reschedule your service with a new time/date and 
confirm this with you.

2. Cancellations or changes not advised within 
this timeframe may incur a cancellation fee. The 
cancellation fee will not apply in the case of an 
emergency or if you have been admitted to hospital.

3. Physio requires 24 hours notice or a full service 
price is charged. Discretion is applied for emergency 
situations. 

4. For services charged on an hourly rate, the 
cancellation fee for an Adssi workers is one (1) hour*. 
For services not charged at an hourly rate (e.g. home 
modifications) a cancellation fee of $50.00 will apply. 
The cancellation fee will be applied to your package 
and will show in your next month’s statement. 

Changing or  
Cancelling Services
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Notice of Leave
You must advise Adssi as soon as you know that  
leave from your Home Care Package will be required.  
Prior notice of at least 2 weeks for holiday leave and 
social leave is appreciated 

Non response plan
An emergency or client non-response plan will be 
developed in consultation with you, your carer or 
nominated representative. If you or your representative 
would like to modify the emergency response plan 
please contact your Case Manager. Please note  
however, if there is a clear and present danger to  
a person or property our staff have overriding 
instructions to dial 000 for emergency services.

Work health and safety 
considerations
Smoking: Our staff and volunteers will not smoke  
in your home and we request that you do not smoke 
when a staff member or volunteer is in your home  
or in their vehicle.

Pets: If you have a pet, big or small, we ask that it  
is removed while our staff or volunteers are in your 
home. Please secure your pet in another room or 
outside your home. This does not apply to assistive 
animals such as Guide Dogs.

Cleaning products: Our staff and volunteers  
will not work with hazardous chemicals including 
bleach-based products and corrosive chemicals  
such as oven cleaners. Adssi encourages clients  
to purchase environmentally friendly products  
or non-chemical cleaning mitts.

Permanently Cancelling Services
Both parties have the right to end the HCP agreement  
with notice.

We are responsible for ensuring your security in 
receiving the Home Care Package however this 
Agreement may be terminated on the following grounds:

• You cannot be cared for in the community with  
the resources available to us;

• You tell us in writing you are moving to a  
location where Adssi does not/can not provide 
Home Care Packages;

• You tell us in writing that you no longer wish  

to receive care from Adssi;

• You do not meet your responsibilities as described 

in the Home Care Standard Terms and Conditions;

• Your circumstances change so that:

 (a) you no longer need home care;

 (b) your needs, as assessed by the ACAT, can be  

 more appropriately met by other types of services  

 or care.

Home Care Packages are ‘portable’ and unspent funds 

carry over from month-to-month, and year-to-year, 

meaning if you choose to move to another provider,  

the unspent funds moves with you. 

Notice Period
In the event that we are unable to continue providing 

your Home Care Package as outlined above, we will 

provide you/your advocate with at least 14 days’ 

notice. We will support you to transition to an alternate 

provider/form of care. Please note we do not charge an 

exit fee.

Should you wish to end your agreement with Adssi,  

you, your carer or Nominated Representative will provide 

the following notice period: 

Moving to an alternate Home Care Package 

provider: one month (30 days)

Moving to Residential Care: two weeks (14 days)

No longer requiring aged care services: two weeks  

(14 days) or as soon as possible in case of passing to 

minimise service cancellation fee. 
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5. From time-to-time we may need to reschedule  
or cancel a service due to unforeseen circumstances. 
We will advise you as soon as possible and make 
arrangements to reschedule the service at the  
earliest convenience. You will not be charged in these 
circumstances.

If you are ill
To help protect the health of our workers and other 
clients we encourage you to contact us if you become 
unwell with an infectious condition (e.g. the flu, 
shingles, gastroenteritis, head cold). Your service 
schedule may need to be suspended until infection 
control procedures are put in place. To protect your 
health, we will also ensure that workers who are 
unwell do not provide support services to you.

Leave
You may take leave from your Home Care Package 
services at any time, such as for hospital stay, 
transitional care, respite, a holiday or social leave. Your 
services will be suspended for the duration of leave.
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Consumer Liability
Adssi In-home Support is committed to client 
satisfaction and to complying with the consumer 
guarantees set out in the Competition and  
Consumer Act 2010 (Cth) where such Act applies  
to a particular transaction.

Volunteers
Volunteers are an integral part of the Adssi In-home 
Support team and provide an invaluable service to our 
clients with home visits and outings, and also to our 
office staff with administrative support. 

Adssi In-home Support volunteers receive ongoing 
training, a uniform and reimbursement of expenses 
associated with their volunteering role. We welcome 
enquiries from people interested in volunteering.

 Volunteers are required to undergo a Police Check  
and sign and abide by company policies. 

Please contact our People and Culture department  
on 1300 578 478 for more information.

Boundaries
Setting and maintaining professional boundaries 
between staff and clients ensures everyone’s safety 
and security. Boundaries are set in place to protect you, 
your family, our staff and our organisation from any risk 
of harm of abuse, accusation, distress, unprofessional 
conduct or misunderstanding. 

In-home support is a human service but must always 
be delivered in a professional manner – you are paying 
us for a service and we have an obligation to maintain 
professional standards and boundaries.

We encourage our staff to be friendly, but not friends 
with clients and their families. We ask you to respect 
this in the following ways:

• Not offering or giving gifts or money – our policy 
does not allow staff or volunteers to accept gifts  
or money from clients or their family;

• Please do not ask staff for their personal contact 
information – our privacy and confidentiality policy 
is designed to protect both you and our staff;

• Please do not ask staff to be your friend on social 
media (e.g. Facebook) – our social media policy  
does not allow staff to be friends with clients on 
social media;

• Please do not ask staff to contact you, see or  
meet you out of work hours. As with social media, 
staff are unable to be friends with clients and/or 
their family. 

If you have any queries please contact our  
Regional Manager Central Coast/Northern Sydney  
on 1300 578 478.

Donations  
and Bequests
The services that Adssi In-home Support provides 
are in high demand and we rely predominantly on 
government assistance and client contributions to 
support the frail aged, people living with disabilities and 
their carers. Donations and bequests are very welcome 
and help us to provide services to more people.

If you would like more information on how to  
make a bequest, contact our Senior Accountant  
on 1300 578 478.

Interpreter Service
If you or the person you care for needs an interpreter, 
please contact the Telephone Interpreting Service (TIS) 
on 131 450. 

For your convenience, our website www.adssi.com.au 
can be translated into numerous languages. 

Additional Information
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Making a real 
difference to the 
lives of those in  
our community.



Keeping Up To Date
We regularly distribute a Client Newsletter which 
includes information on upcoming programs,  
health tips and other useful information.

You can also stay up-to-date by following us on 
Facebook (search Adssi) and via news and events  
on our website adssi.com.au

You can call us anytime on 1300 578 478  
(Monday–Friday 7.30am–5:00pm) if you 
have any questions. 
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eHealth Records
My Health Record is an online summary of your  
key health information.

When you have a My Health Record, your health 
information can be viewed securely online, from 
anywhere, at any time – even if you move or travel 
interstate. You can access your health information 
from any computer or device that’s connected to 
the internet. Whether you’re visiting a GP for a  
check-up, or in an emergency room following an 
accident and are unable to talk, healthcare providers 
involved in your care can access important health 
information, such as:

• Allergies;

• Medicines you are taking;

• Diagnosed medical conditions.

If you wish, you can manage your My Health Record  
by adding your own information and choosing your 
privacy and security settings.

For more information visit  
www.myhealthrecord.gov.au or call 1800 723 471.

Smoke Alarms
By law, a smoke alarm must be installed in all homes 
and other places that people sleep. This includes 
caravans, campervans, holiday vans, park van annexes 
and associated structures.

The legislation requires all NSW residents to have  
at least one working smoke alarm installed on each 
level of their home.

To keep your smoke alarm in good working order:

• Test it once a month by pressing the test  
button until the alarm sounds.

• Clean it with your vacuum cleaner every  
six months to remove dust.

• Change the battery once a year (unless it is  
a ten-year lithium battery).

• Replace the whole unit every ten years.

Helpful Information

Smoke Alarm  
Assistance Programs
Specialised smoke alarms are available for people  
who have a hearing impairment. These have a flashing 
strobe light and/or a vibrating pad that can be placed 
under the pillow which activate when the smoke 
alarm sounds and are designed to interconnect with 
conventional audible alarms in different locations 
within the home. If one of the alarms senses smoke,  
all alarms will sound, the strobe will flash and the 
vibrating pad will operate. 

Contact The Deaf Society on 1800 893 855 (Central 
Coast office).

Falls Prevention
Falls can become more likely as we age. There are  
many things that you can do at home that may help 
prevent a fall:

• Wear well fitting shoes/slippers with a non slip sole;

• Make your home safer by removing clutter and 
checking for trip hazards;

• Have good lighting in your house;

• Install a night light in your bedroom or hallway;

• Have hand rails installed on your stairs;

• Consider installation of hand rails and shower  
aids in your bathroom;

• Manage your medications – side effects may  
make you more at risk of a fall. Talk to your  
doctor or pharmacist;

• Have regular health checks, e.g. eyesight,  
hearing, feet;

• Manage your health conditions – they may  
make you more at risk of a fall;

• Use the correct walking aid for your needs;

• Do regular gentle exercise to help maintain balance 
and safe walking;

• Keep hydrated by drinking plenty of water.

We regularly run free falls prevention programs and 
gentle exercise programs, such as Active @ Home. 
Some of our programs are offered face-to-face in a 
group or one-on-one in your home - some are even 
available online.  Register your interest by calling 1300 
578 478 or visit www.adssi.com.au
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Want help to stay  
living at home?


