     
My Aged Care 
Western Metro
Regional Assessment Service


Contents
Home Support Assessment	3
What happens at a Home Support Assessment?	3
After a Home Support Assessment	4
Your privacy	4
Access to the My Aged Care Client Portal	4
Your rights and responsibilities	5
Victorian RAS Outlet responsibilities	5
Complaints and Feedback	6
Things to know about your feedback	6
How to lodge a complaint or provide feedback	7
Who to contact if your needs change	7
Other helpful resources	8
Information and contacts	9


Western Metro Regional Assessment Service Outlets
	Outlet 
	Phone
	Email 

	Brimbank
	 9249 4494
	intakeofficer@brimbank.vic.gov.au

	Hobsons Bay
	 9932 1530 
	intakeofficer@hobsonsbay.vic.gov.au

	Maribyrnong 
	9688 0192
	

	Mecwa care
	9325 5500
	

	Melbourne
	9658 9658
	 RAS@melbourne.vic.gov.au

	Melton
	9747 7320
	

	Moonee Valley
	9243 8806
	comcare@mvcc.vic.gov.au

	Wyndham
	8734 4514
	Intake@wyndham.vic.gov.au




[bookmark: _Toc481763897]Home Support Assessment 
The Victorian Regional Assessment Service (RAS) is funded by the Australian Government and is managed in Victoria by the Victorian State Government.
Home Support Assessors in Victoria work for organisations contracted by the Victorian Department of Health & Human Services. They carry out Home Support Assessments on behalf of My Aged Care. 

Home Support Assessments are available for people over the age of 65 years, who need support to be independent. It is also for people of Aboriginal or Torres Strait Islander decent over the age of 50 years.
[bookmark: _Toc481763898]What happens at a Home Support Assessment?
The assessment will be a face-to-face meeting. Assessment staff work with you to identify services that will help you be more independent at home and in the community. They will help you access these services and/or support your carer. 

Assessment staff will work with you to create a support plan. The support plan will identify your strengths and any areas of difficulty. It will highlight your goals, and what you would like to achieve. A plan will help identify the types of support that will best suit you as you work towards achieving your goals. 

This support may be provided by services, or may be already available in your community to access. It may be things you can do yourself to meet your goals. 

If you need support from a service, a Home Support Assessor will make referrals on your behalf. You can also choose to contact your chosen service provider yourself. In this case, Your Home Support Assessor will provide you with a referral code. You will need to discuss service availability with the service provider you contact. You will also need to provide them with the referral code to access the service.

If you have chosen to have referrals sent on your behalf, the service providers contact details will be on the support plan. The service provider will contact you to discuss the start of your service. They may come to visit you in your home to discuss your needs. You may wish to contact the service on the number provided in your support plan.

[bookmark: _Toc481763899]After a Home Support Assessment
A copy of your support plan will be sent to you.  If you have any questions or concerns with the details of your support plan please contact your assessor.
If you feel your needs have changed following your assessment, you may request a review of your support plan by calling your Regional Assessment Servce or My Aged Care on 1800 422 200.  
Advocacy services are available which provide information to clients and their families about their rights and responsibilities when accessing aged care services. Advocacy services are free, confidential and independent ph. 1800 700 600.
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No information about you is collected or stored without your consent. Your consent is also needed before we speak to any health professional or person on your behalf and before making any referrals for service. If you wish to access your Client Record please call the My Aged Care contact centre. A full privacy statement is available on the My Aged Care website at www.myagedcare.gov.au
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As an aged care consumer, you have access to the My Aged Care Client portal available through the myGov web site.  In the portal you can:
view your personal profile 
update your contact details 
view and print reports, letters and forms 
view your relationships, including representatives 
remove your nominated representative(s) 
view your current support and action plans 
view your current aged care approvals 
view the aged care services you are currently receiving 
view your interactions with My Aged Care 
view and upload attachments such as legal or medical documents. 

To log into the client portal or view the My Aged Care Client Portal user guide, go to:
http://www.myagedcare.gov.au/login-using-mygov

If you do not have access to the internet you can call My Aged Care on 1800 200 422 to update and access information about you on My Aged Care. 
[bookmark: _Toc481763902]Your rights and responsibilities
The Home Support Assessment service promotes, and is respectful of, the rights of people that receive their services.

People receiving assessment services by a Victorian RAS have:
· the right to respect for individual human worth and dignity 
· right to be treated with courtesy 
· the right to be assessed for access to services without discrimination 
· the right to be informed and consulted about all available services known to the RAS and other relevant matters 
· the right to be part of decisions made about their care 
· the right to choose from available alternatives 
· the right to pursue any complaint about service provision without retribution 
· the right to involve an advocate of their choice 
· the right to receive a high-quality assessment service 
· the right to privacy and confidentiality
· the right to access information kept about themselves through appropriate channels. 

People receiving Assessment services by a Victorian RAS have a responsibility: 
· to respect the human worth and dignity of Regional Assessment Service staff 
· to treat Regional Assessment Service staff with courtesy for the results of any decisions they make 
· to provide a safe work environment for Regional Assessment Service staff. 
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In providing Home Support Assessment services, Victorian RAS Outlets have a responsibility: 
· to respect the independence and dignity of the home support assessment recipient 
· to ensure that the service recipient’s access to an assessment is decided only on the basis of need
· to inform service recipients about options for support in line with their goals, needs and eligibility
· to inform service recipients of their rights and responsibilities in relation to Home Support Assessment
· to be responsive to the diverse social, cultural and physical experiences and needs of service recipients 
· to inform consumers of potential fees that they may be expected to pay for services
· to respect the privacy and confidentiality of the service recipient 
· to allow the service recipient access to information held by the funded organisation 
· to deliver home support assessment services to the consumer in a safe manner 
· to recognise the role of carers and be responsive to their need for support 
· to allow the carer access to information held by the provider about the service recipient where the carer is the legal guardian or has been so authorised by the service recipient 
· to respect a service recipient’s refusal of a service and to ensure any future attempt by the service recipient to access assessment services is not prejudiced because of that refusal 
· to accept the service recipient’s choice and involvement of an advocate to represent his or her interests 
· to deal with service recipient’s complaints fairly and promptly and without retribution 
· to mediate and attempt to negotiate a solution if conflict arises between the carer and the older person
· to ensure that the service recipient continues to receive services agreed with the provider, taking the service recipient’s changing needs into account 
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Western Metro RAS aim to provide a quality assessment service.  We welcome your feedback to help us improve our services to you.  
Feedback provided is treated confidentially and addressed in a fair and just manner.  We investigate all concerns raised and will respond within five business days of receipt.  Making a complaint and expressing a concern will not result in a negative impact on the service you receive.
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1. You have the right to provide feedback and to have your concern investigated objectively.
1. Your concern will be taken seriously and followed up.
1. Your feedback will not impact on the service you receive.
1. You do not have to supply your details, however please do so if you want us to contact you in relation to your feedback.
1. You are encouraged to raise issues as early as possible to clear up misunderstandings and to resolve issues early.
1. We greatly appreciate hearing about a positive experience you have had with our service.
1. Please contact us if you need someone to communicate or advocate on your behalf. You can also contact the Aged Care advocacy service 1800 700 600.
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In the first instance, we encourage you to provide feedback to the Assessment organisation who undertook the assessment.  
A feedback form and envelope has been left for you.  You can use this form or contact the RAS directly to offer your feedback.
If you are not satisfied with the response you have received from the RAS, you may contact the following agencies:
Victorian Department of Health & Human Services 
The Victorian Department of Health & Human Services is responsible to manage the Regional Assessment Services in Victoria on behalf of the Commonwealth until 30 June 2019. You can contact the nearest Victorian Department of Health & Human Services Divisional Office:

Department of Health and Human Services
Western Region
71 Moreland Street Footscray, Victoria 3011    
1300 360 462
Web: https://www.dhhs.vic.gov.au
Aged Care Complaints Commissioner (Commonwealth) 
You may also choose to contact the Aged Care Complaints Commissioner on the details below: 
PO Box 9848, Melbourne Vic 3000
Phone: 1800 555 552
Web: https://www.agedcarecomplaints.gov.au/
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After your Home Support Assessment you may be referred to a service provider to help you to meet your needs. If you require any changes to this service call the service provider directly. 

If your health or needs change significantly or you need a change to your current support plan you can request a review or a new assessment with the My Aged Care Regional Assessment Service. To organise a review or new assessment you can call My Aged Care 1800 200 422 or the Regional Assessment Service who completed your last assessment.
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Other helpful resources
Seniors Rights Victoria
Seniors Rights Victoria provides information, support, advice and education to help prevent elder abuse and help safeguard the rights, dignity and independence of older people. Their services include:
· Helpline
· Free specialist legal services
· Short term support and advocacy for individuals
· Community education
Phone: 1300 368 821 
Web: https://seniorsrights.org.au/

Advanced Care Planning advisory service 
The Advanced Care planning advisory service provides support and Advice for Advance Care planning. Advance care planning lets other people know in advance your wishes about healthcare if you ever become too unwell to make decisions or speak for yourself. 

Phone: 1300 208 582
Web: https://www.advancecareplanning.org.au

Seniors Information Victoria
Seniors Information Victoria offers free information as an independent service, supported by the state government, on a wide range of issues of interest to older Victorians including:
· Housing options from independent living to residential care
· Concessions and Pensions
· Home-based and community services
· General information on financial and legal issues
· Health and wellbeing
· Retirement
· New learning opportunities, and much more
Phone: 1300 13 50 90
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If you wish to contact your Assessor or My Aged Care the details are listed below.

RAS					My Aged Care
____________			1800 200 422


The name of the Assessor visiting you today is:

_________________________________________


Your Aged Care number is: AC_________________


What we discussed today?
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
	Service Type
	Provider(s) requested or Referral Code

	
	

	
	

	
	

	
	


Services you will be referred for:
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