
Aged Care Services
C L I E N T  H A N D B O O K



Ageing Well
Supporting your journey

KCS offers a variety of care and 
support services enabling you 
to remain living independently 
at home for as long as you 
choose to.

– 01 –KOGARAH COMMUNITY SERVICES



KCS is your local not for profit community organisation, providing care, education and support 
to the community for over 40 years. We have grown from a volunteer based organisation 
to one that employs over 60 staff and 30 volunteers. Along the way we have earned a 

reputation for delivering person centred quality care to our various client groups.

We have over 30 years experience of working with older people in their homes, including older 
people who are living with dementia, many of whom come from a culturally and linguistically 

diverse (CALD) background. Our social engagement program provides opportunities for 
older people to be active, connected and get out and about in the community.

This handbook has been designed to provide you with the essential information you 
need to ensure a smooth transition into our service. In the event that you require further 
information about any of our services, our contact details are listed on the back of this 

handbook. You can also find out more about us at www.kogarahcommunity.org.au

Welcome
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There are three types of Commonwealth Government subsidised and funded aged 
care programs available in Australia: 

• The Commonwealth Home Support Programme (CHSP), which 
provides entry level support for older people. 

• The Home Care Packages Programme (HCP), which provides support for 
people with higher level care needs that require care coordination and 
case management to help them live independently in their home. 

• Residential Aged Care, which provides full time care in a residential facility.

When the time comes to access extra support and care, your first step is to 
contact My Aged Care on 1800 200 422 or www.myagedcare.gov.au

The contact centre is open 8am – 8pm Monday – Friday and 10am – 2pm Saturdays.

When you call My Aged Care, the staff may: 

• Ask you questions that will help them to understand what your needs are.
• Arrange a face to face assessment in your home.
• Provide you with a referral code and/or refer you to aged care services –  

it is at this point that you can request KCS as your service provider.
• Provide you with information about services that may assist you.

They will then create a personalised client record for you that will hold current 
information about you and your needs, the results of any assessments and any 
services you may receive. You can view the information they have about you 
at anytime by accessing the client portal at www.myagedcare.gov.au

Once your referral has been received and accepted by KCS, we will call you to 
arrange a visit in your home at a time that suits you and your family/carer etc.

During this visit our Coordinator will talk to you about the specific services you require and 
together we will develop a Client Support Plan that will reflect the services we will deliver, 
including the frequency and times. We will also complete a Client Risk Assessment and 
Home Safety Assessment to ensure that your home is suitable for our workers to visit. Your 
support plan is a living document and can be reviewed and changed according to your needs.

Navigating the Aged Care System

Receiving Care From KCS
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Our Comprehensive Services Include:
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SUPPORT OUTSIDE THE HOME

We understand the importance of being 
active, staying connected, enjoying new 
experiences and meeting new friends.

With this in mind, we have designed social 
activities that include social outings, 
walking groups, group get togethers, 
guest speakers, club lunches etc.

HIGHER LEVEL CARE 

Our specialised dementia services are 
delivered by qualified and experienced staff. 

We also provide a dementia monitoring service 
for CALD clients. All of our services are 

designed to meet client’s individual needs.

SUPPORT IN THE HOME 

We are committed to delivering services that 
support older peoples choice to remain living 

at home independently for as long as they 
choose to. Services in the home include (but not 
limited to); domestic assistance, personal care, 

dementia monitoring, medication monitoring, meal 
preparation, assistance with booking and attending 

doctor’s appointments, other appointments 
you may need and friendly phone calls .

PRIVATE SERVICES 

Whilst most of our services are subsidised by the 
CHSP we also provide individualised care to clients 
with specific needs who are not eligible for CHSP or 
require more services. In consultation with you we 
will tailor services to meet your individual needs.



Our Workers
You will have peace of mind knowing that the workers we send to your home are employees of KCS, not 
contractors or self employed. All of our workers are experienced and qualified to provide the care you 
need, and most are bilingual with experience working with people with dementia. We continually provide 
our workers with training opportunities to ensure they are up to date with best practice principles. 

Please note that our workers are not permitted to:
• Accept gifts or money from you.
• Provide services that are not documented in your support plan.
• Operate your bank account.
• Act as your Power of Attorney.
• Offer to buy any of your belongings from you.
• Provide service in your home when you are not there.
• Exchange other workers, volunteers or other client’s personal details with you.
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Advocacy 
What is an advocate? 
An advocate is a support person who will listen 
to you, help you to make decisions and ensure 
that your needs are met. An advocate will also 
make sure that your rights are respected and 
they will speak out on your behalf if your services 
are not being delivered as agreed. Our staff will 
inform you of your right to use an advocate and 
will regularly remind you of this option. If you 
don’t have an advocate but would like one, you 
can contact us and we will assist you with this.

Advocates will be accepted by KCS as 
representing your best interests and you 
can call on them during assessments, if 
you need to make a complaint or any other 
communication between yourself and KCS.

Advocates will be required to complete and 
sign a KCS Nomination of Advocate form.

Important Information For You

At risk activities 
KCS encourages you to remain as independent as 
possible, and to make your own choices about how 
you live your life. However, if you wish to partake in 
an activity that we believe could put you at risk; we 
are obliged to discuss the associated risks with you. 

Changes to service 
Where possible you will receive services from the 
same worker/s on a regular basis. However, in 
the event that your regular worker is unwell or on 
holidays we will replace them with another worker 
who will be informed about the type of service you 
require. We will advise you as soon as possible 
of any changes to your visiting arrangements. 

It is important that you let us know if you 
are not going to be at home for a scheduled 
visit as this avoids any unnecessary 
worry about your whereabouts.
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An Individual Action Plan will be developed at the initial 
assessment in order for us to know who to contact in 
situations where you do not respond to a scheduled visit. 
Our worker will leave a Notification of Visit – Client not home 
form under your door to let you know that we visited. 

You will not be charged for service if you provide us with more 
than 24 hours notice. If you cannot contact us personally, 
please ask your advocate/carer/ relative to contact us so 
that we can cancel your visit and inform your worker. 

In the event that you no longer need our services, we require 
you to provide us with a minimum of two week’s notice. 

Client contributions for services 
At your initial assessment, our Coordinator will discuss 
the contributions associated with our various services and 
your ability to meet these costs. If you are experiencing any 
financial stress, we will work with you to ensure that your 
services are not jeopardized in any way. Once service has 
commenced, you will be invoiced via our accounts department 
on a monthly basis. The revenue we collect from CHSP 
contributions is used to enhance or expand our service. 

Our preferred methods 
of payment are:

• Direct deposit - Commonwealth 
Bank account BSB 062-253 
A/C 10110050. Please use your 
invoice number as the reference

• Cheque or money order 
- made out to Kogarah 
Community Services Inc.

• Credit card – call our admin 
office on 9553 6506 
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Complaints, compliments and suggestions 
We understand that a well managed complaint 
can have a positive impact on all parties involved. 
We view them as an opportunity to reflect on our 
practises and build strong, lasting relationships 
with our clients. KCS promotes an ethos of 
continuous improvement, where all clients have 
the right to make a complaint and/or provide us 
with a compliment or suggestion at any time. 

If you have feedback about any of 
our services, you can talk to:

• Your Worker.
• Your Coordinator.
• KCS Aged Care Senior Coordinator. 
• KCS Board of Management.

We regard this feedback as an opportunity 
to improve the services we provide, all 
of which is dealt with fairly, promptly, 
confidentially and without retribution.

If you prefer to make a complaint in another 
language, you can contact the Translation 
and Interpreting Service (TIS) on 13 14 50

In the event that we are unable to resolve 
your issue, you may prefer to speak to:

• Aged Care Complaints Investigation 
Scheme – 1800 550 552

• The Aged Care Rights Service 
Inc. (TARS) – 1800 424 079 

• The Community Services Division of 
NSW Ombudsman – 1800 451 524 
email: nswombo@ombo.nsw.gov.au

• Advocacy for Complaints – Free 
Call 1800 422 015

• Seniors Rights Service - 1 800 424 079

Medication 
We will support you to manage your own 
medication as safely and as independently as 
possible. In the case where you are unable to 
manage your own medications, the Coordinator will 
establish a safe medication monitoring procedure 
with you and your advocate/representative 
at the time of the initial assessment.

Where you require medication monitoring with 
prescription medication, the medication must 
be stored in a Webster pack. KCS workers do 
not have permission to remove your prescription 
medication from a Webster pack (including 
liquid medications); this must be performed by 
you. Our workers will prompt you to take your 
medication as prescribed and they will record 
the outcome of this in your Client Progress 
Report and Client Communication Book. 

No lift policy 
In line with our Work, Health and Safety policy, 
KCS workers are not permitted to lift you up 
from the ground if you have a fall. In the event 
that you have a fall during a visit, our worker 
will apply first aid as necessary, contact your 
carer/next of kin and call an ambulance. They 
will stay with you until the ambulance arrives.
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Safety in your home 
Your home is our workers place of work as 
per the Work, Health and Safety Act 2011.

It is your duty under the law to ensure that our 
workers have a safe environment to work in whilst 
they are visiting you. Some things you can do to 
make sure your home is safe for our workers:

• Let us know if there are any unsafe 
conditions in your home.

• Ensure your pets are kept outside 
whilst our worker is visiting.

• Refrain from smoking during the visit.

• Provide safe cleaning products 
for our worker to use.

• Provide suitable and well maintained 
cleaning equipment.

• Tell us if you are unwell or if you have 
been diagnosed with an illness.

• Treat our workers with dignity 
and respect at all times.
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Privacy 
In accordance with the Privacy Act 1988 (Cth), 
KCS has a policy which outlines how personal 
information about you is collected, what kind of 
information we collect, what we use this information 
for and how we manage and store this information.

KCS will release limited non identifiable 
information about our CHSP clients to the 
Australian Government, Department of Health 
and to the National or State Data Repository. 
This will enable the collection of statistical 
information about CHSP services and their 
clients and will not be used to affect your 
entitlements to, or your access to, services. This 
information will be kept confidential at all times. 

KCS workers are not permitted to give out their 
phone numbers, addresses, or other personal 
information to clients or client’s families. If you 
need to contact your worker, please call our office 
and we will pass on any messages you may have.

Rights and responsibilities 
Aged Care Act 1997, Schedule 2 User Rights 
Principles 2014 (amended 27th Feb 2017). 
We will provide you with a copy of these 
principles at your first assessment.



CONTACT US

CALL US ON: 9553 6506 (Admin Office)

AGED CARE: agedcare@kcs.org.au 
    LOG ON AT: www.kogarahcommunity.org.au

FACEBOOK.COM/kogarahcommunity
TWITTER.COM/kogarahconnect 

    COMMUNITY HUB: 49 English St, Kogarah

Office / Community Hub

Contact Details
Executive Officer 
Shelley Ross 
m. 0407 543 765 
e. shelley.ross@kcs.org.au

Senior Coordinator 
Trinidad Montalvo 
m. 0439 587 692  
e. trinidad.montalvo@kcs.org.au

Coordinator 
Nada Babic 
m. 0408 260 492 
e. nada.babic@kcs.org.au

Client Services Officer 
Ramy O’Dowd 
e. ramy.odowd@kcs.org.au

 

Coordinator  
Alicia Ballone 
m. 0404 476 268 
e. alicia.ballone@kcs.org.au

Program Assistant 
Priscila Landman 
e. priscila.landman@kcs.org.au


