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RESIDENTS’ INFORMATION

Welcome to Fronditha Hippocrates!
Moving into Fronditha Hippocrates is one of the most important moves in your life.  Naturally you will want to know as much as possible to assist you in making the decision.  This booklet has been prepared to provide answers to some of the most commonly asked questions.

A more detailed presentation of the terms and conditions of being a resident at Fronditha Hippocrates is provided in the Resident’s Agreement.   A copy of the Resident’s Agreement will be provided to you.

WHO OWNS FRONDITHA NEWCASTLE? 
Fronditha Newcastle is one of the services provided by Fronditha Care Inc.

Fronditha Care Inc. is a philanthropic, community based organization providing services to Greek speaking elderly.  “Fronditha” has been in existence since 1976 and enjoys broad support from the Greek Community.  To date it is the only organization providing a range of residential and community support services to the Greek speaking elderly in Victoria.

Services provided by Fronditha aim to ensure that Greek speaking elderly are able to live in an environment or be supported by an agency which shares their language, history, religious values, and attitudes, rituals, celebrations, music and food, all the things that have played, and continue to play, a central role in their lives.

“Fronditha” provides a range of services including:

· Information and referral  to assist elderly who are in need of care and support

· Community Care Packages operate across the metropolitan area and provide personal care and support to frail elderly in their own homes

· “Fronditha Hippocrates Newcastle” A 66 bed aged care facility (with 50 low care beds and 16 high care) Newcastle

·  “Pronia”  a 40 bed aged care facility in Clayton

· “Steyi”  a 30 bed aged care facility in Clayton

· “Galini”  a 32 bed Dementia Specific aged care facility in Clayton

· “Thalpori”  a 60 bed aged care facility in the Western suburbs

· “Anesi”  a 30 bed aged care facility in the Northern suburbs

· “Fronditha LowerTemplestowe” a 60 bed aged care facility (with 45 High Care beds and 15 Low Care beds) in the Eastern suburbs
· Entertainment Programs which are provided through Greek Elderly Citizens’ Clubs

· Planned Activity Groups in Clayton and Box Hill

PHILOSOPHY & PRINCIPLES

Fronditha Care Inc. exists because we believe that maintaining your cultural identity is very important to your well-being.

At the same time, the services provided by Fronditha Care Inc. are based on a set of principles and standards which aim to ensure quality care is provided to all residents.

These principles include a commitment to:

· Promoting and achieving an optimum level of physical and mental well-being of each resident.  The active involvement of each resident, his or her representative, the care team and health professionals in decisions and actions affecting the resident’s well-being and quality of life.

· Assisting residents to achieve active control of their own lives within Fronditha Hippocrates and the community.

· Assisting residents to retain their personal, civic and consumer rights.

· Respecting the dignity and right to confidentiality of all residents.

· Encourage and support residents in a range of interests and activities of interest to them.

· Assisting residents to achieve maximum independence.
· Providing individualised care to meet individualised need.

· Creating a comfortable, secure environment which ensures the quality of life, and well-being of residents, staff and visitors.

· On-going reviews of service delivery to ensure maintenance of best practice.

WHO IS AT FRONDITHA HIPPOCRATES NEWCASTLE?
The Manager of Residential Care is responsible for the management of Fronditha Hippocrates. The Manager of Residential Care engages nurses and personal care staff to provide the required care. 

When you arrive at Fronditha Hippocrates you will be introduced to the Staff who will be responsible for your day to day care.

In addition to the Fronditha Hippocrates staff there are a number of other key positions with whom you may need to have some contact.    

These key positions include:

· Resident Billing Clerk - this position is located at Clayton and looks after resident fees.

· Manager of Finance & Administration - also located at Clayton, and looks after all matters relating to accommodation bonds and charges.

· Regional Manager Residential/Community Care South/East. This position is responsible for all residential services operated by Fronditha Hippocrates.  It is the person you take your concerns to, after you have spoken to the staff and you feel the matter has not been addressed.

· The Chief Executive Officer of Fronditha has the overall responsibility of all of Fronditha’s services, programmes, and operation.  She is accountable and reports to the Board of Directors. 

WHAT SERVICES ARE PROVIDED AT FRONDITHA LOWER TEMPLESTOWE?

Fronditha Hippocrates provides specified care and services based on the residents’ care needs. For details of the services provided at Fronditha Hippocrates refer to Schedule 2 of the Residents’ Agreement.   An overview is presented below.

1.
ACCOMMODATION
Residents at Fronditha Hippocrates have their own bedroom, with ensuite.  All bedrooms have individual reverse cycle air conditioners, and have an outlook to a garden.

From time to time, it is necessary to relocate residents to other rooms, as the needs of residents change.  Such relocation is done after consultation with residents, but it is at the discretion of the Manager of Residential Care.

2.
MAINTENANCE OF BUILDING & GROUNDS
Your bedroom, communal facilities and the grounds at Fronditha Hippocrates are maintained by staff.  The aim is to create and maintain an environment that is pleasant, comfortable, safe and caring.

3.
FURNISHINGS & BEDDING
Beds and mattresses, bed linen, blankets, bedside lockers, chairs with arms, and where necessary, waterproof or absorbent sheeting, are provided.  Residents may bring their own furniture to Fronditha Hippocrates; however you need to discuss this with the Manager of Residential Care.

4.
CLEANING SERVICE
Your bedroom and all of Fronditha Hippocrates communal facilities are cleaned daily and as required.  

We ask that you assist in keeping your bedroom clean by being tidy and clean.

5.
GENERAL LAUNDRY
Fronditha Hippocrates provides a laundry service for all your bedding, manchester, and personal items of clothing that can withstand the high temperature of commercial washing machines and dryers.

It should be noted however, that this service does not include items that require dry cleaning or hand washing.

Labelling of clothing is the responsibility of the resident/family member.  Fronditha provides a choice of a clothing labelling service.  The Manager will provide you with more details.

6.
TOILETRY GOODS
Toiletry goods provided for you include bath towels, face washers, soap and toilet paper.

7.
MEALS AND REFRESHMENTS
Meals provided at Fronditha Hippocrates are based on the traditions of a multi cultural cruise based on the current residents.  This provides for variety, quality and quantity, three times a day from a four weekly selected menu.  In addition morning, and afternoon tea or coffee, and supper are provided.

In circumstances of particular medical needs or because of religious observances, special dietary requirements are provided.  Residents are provided with a balanced diet through the supply of all foods, i.e. fresh fruit and vegetables, fish and meat
8.
PROVISION OF ACTIVITIES
Fronditha Hippocrates provides a program which promotes your involvement in a range of social, community, and recreational activities, e.g. outings, shopping, cooking, hand craft activities, entertainment, etc.
9.
PROVISION OF EMERGENCY ASSISTANCE
Each room has a call system and there is always a member of staff who is on call to assist with emergency situations.

For residents who are in need of personal care the following additional care services are provided.  The extent to which you will receive these services will depend on your assessed needs.

1.
ASSISTANCE WITH DAILY LIVING
Personal care including individual assistance is provided where this is required.

This includes assistance with:

· bathing, showering, personal hygiene and grooming;

· maintaining continence or managing incontinence and the use of continence aids;

· dressing and undressing;

· moving, walking, use of wheelchair, walking frames, fitting of artificial limbs, and other mobility aids;

· fitting of hearing aids, and cleaning of spectacles; 
· provision of emotional support and lending a sympathetic ear to residents who may have some personal or family problem that is causing them concern.

2.
TREATMENT OR PROCEDURES
Supervision and assistance is provided with taking of prescribed medications, as well as necessary treatments & procedures as per instructions provided by health professionals.

3.
REHABILITATION SUPPORT:
Fronditha Hippocrates staff will provide assistance to individual residents with programs designed by health professionals aimed at maintaining or restoring a resident’s ability to perform daily tasks.

4.
PROVISION OF ASSISTANCE IN OBTAINING HEALTH PRACTITIONER SERVICES:

Assistance is provided in arranging for medical practitioners or other health professionals to visit residents. This does not include transporting residents to appointments outside Fronditha Hippocrates.

Outside appointments are the responsibility of the resident or family member.  Only in case of an emergency or extreme need will an ambulance be called.
5.
ASSISTANCE IN OBTAINING ACCESS TO SPECIALISED THERAPY SERVICES

Fronditha Hippocrates will provide you with assistance to arrange visits at the home by speech therapists, podiatrists, occupational therapists or physiotherapists as requested by the medical practitioner. The costs of these services are paid by the home.
6.
Bedding materials appropriate to each resident’s condition
Bed rails, incontinence sheets, restrainers, ripple mattresses, sheepskins, tri-pillows, etc.







7.
Goods to assist resident to move themselves
Walking frames, walking sticks and wheelchairs are provided (excludes motorised wheelchairs and custom made aids.

8.
Goods to assist staff to move residents
Mechanical devices for lifting residents, stretchers and trolleys are provided.

9.
Goods to assist with toileting and incontinence management
Where required this includes absorbent aids, commode chairs, disposable bed pan and urinal covers, over toilet chairs, shower chairs and urodomes.  Catheter and urinary drainage appliances and disposable enemas are provided.
                                                          

10.
Basic medical/pharmaceutical supplies and equipment
These items include analgesia, bandages, moisture creams, dressings, laxatives and aperients, mouthwashes, ointments, saline, skin emollients, swabs, urinary alkalising agents (excludes any goods prescribed by a health practitioner for a particular resident and used only by the resident).

11.
nursing procedures
Technical and nursing procedures carried out by a qualified nurse, or other appropriately trained staff, under the direct or indirect supervision of a qualified nurse on a sessional or regular basis.

12.
medications:

Medications are provided, subject to State regulations.

13.
therapy services, such as recreational, speech therapy, podiatry, 
occupational, physiotherapy:

(a) maintenance therapy delivered by health professionals, or care staff as directed by health professionals, designed to maintain residents’ level of independence in activities of daily living;

(b) more intensive therapy delivered by health professionals, or care staff as directed by health professionals, on a temporary basis designed to allow residents to attain a level of independence at which maintenance therapy will meet their needs (excludes intensive, long-term rehabilitation services required following serious illness, injury, surgery or trauma).

14.
oxygen and oxygen equipment on a short term, episodic or emergency basis.

WHO COVERS THE COST OF MY CARE?


Whilst you are at Fronditha Hippocrates, the cost of your care is covered by a subsidy from the government paid directly to Fronditha, and fees paid by yourself.

The level of subsidy received by Fronditha from the government varies from resident to resident depending on needs and level of nursing care required.

The fees and charges that you will pay will depend on your income and assets.

HOW MUCH WILL I PAY?       

The daily resident’s fee is 85% of the pension.  You may also be required to pay an income tested fee, in circumstances where your income is greater than the aged pension.  This will be explained to you in detail by the Manager of Residential Care.

The accommodation charge is explained in the section below.

WHAT IS THE ACCOMMODATION CHARGE?

An Accommodation charge is an amount paid by a resident for nursing home care (high care).  This is an indexed figure and varies over time.  The MRC will provide you with the current amount.

The charge however only applies in certain circumstances, including:

· The resident has assets above 2.5 times the annual pension.  If your assets are less than this figure you will not be required to pay an accommodation charge.

· For married persons only half of the couple’s combined assets are counted.

· Your home is not included in the assets figure if:


i)
Your spouse or companion or dependent child is living in it

ii)
A carer has been living in the house continuously for the past 2 years and 
is eligible to receive a pension or income support


iii)
A close relation (parent, sibling) has been living in the house for at least 5 

years and is eligible to receive a pension or income support.

Special provisions apply if you moved from a hostel to which you paid an accommodation bond.  Details of this will be explained to you by the Manager.

If your assets are above 2.5 times the annual pension, you will be required to pay an accommodation charge.

The exact amount will vary depending on your assets.  The Manager of Residential Care will provide you with information on current rates.

ARE THERE OTHER COSTS WHICH I WILL PAY WHILST AT FRONDITHA?
There are other costs which you will need to cover. These costs are for services which you arrange or are assisted to arrange specifically for yourself.   For example, fees to all medical providers, hairdressing and other personal items, are including pharmacy.

OTHER INFORMATION ABOUT LIVING AT  FRONDITHA LOWER TEMPLESTOWE
SMOKING
Smoking in bedrooms or communal areas is not permitted.  Smoking is permitted in designated areas only.

GIFTS
From time to time residents or families may feel the need to give gifts to individual staff for care and attention provided.  Although the resident’s right to make such a gift is respected, Fronditha’s view is that it is not expected or encouraged.

FURNITURE
Residents are encouraged to bring furniture and personal items when they move to Hippocrates. However, electrical heaters, and certain other equipment must first be approved by the Manager of Residential Care, to ensure that they meet safety regulations.  Of course, the volumes on items such as TVs and radios must be set at levels which do not disturb other residents.

COOKING IN BEDROOMS
Meals and refreshments are provided as part of the range of services.  Cooking in bedrooms is not permitted because of health and safety reasons.

MONEY & VALUABLES
Staff are always conscious of the need to provide a secure environment for all residents and their property.  However, no responsibility can be accepted for money or valuables kept in rooms.  Residents are strongly encouraged to consider property insurance where this is appropriate.

VISITORS
Family, relatives and friends are welcome to visit you at reasonable hours of the day.   We do ask however, that you consider the needs of other residents when you make such arrangements.  For example visits that go beyond 9:30 pm may be disruptive for other residents.

OTHER
Details of rules of occupancy at Fronditha are provided in Schedule 8 of the Resident’s Agreement.

COMPLAINTS PROCEDURE
Fronditha is committed to provide a service which meets your individual needs.   However, an issue of concern or complaint may arise from time to time which you feel needs to be addressed by the Manager of Residential Care. In such cases, you should approach the MRC and present your concerns.  If you prefer to put your concerns in writing you can use the complaints/suggestion form.

If you are not satisfied with the outcome you may consider any of the following courses of action:

1. 
Raise your concern/complaint with the Regional Manager of residential/Community Care South/East, who is located at 94 Springs Road, Clayton South, Phone:  03-9552 4128.
If the issue remains unresolved then 
2.
Raise your concern/complaint with the Chief Executive Officer.  

Phone: 03- 9552 4100

If the issue still remains unresolved 
3.
Raise your concern/complaint with the Board of Directors by writing to the 





President  
94 Springs Road, 
South Clayton, 3169
OR
4.
Make contact with the:
Complaints Investigation Scheme,                                            



      
Department of Health & Ageing

                  



GPO Box 9848

                  



SYDNEY

                  



Phone:  1800 550 552

                                                  OR

5. Make contact with: 

The Aged Care Rights,




    

Level 4,

                                        

4189 Elizabeth Street,

                                        

SURRY HILLS, NSW 2010

                                        

Phone:   9281 3600 or 1800 424 079

Details about complaints resolution procedure are included in Schedule 10 of the Resident’s Agreement.

RIGHTS & RESPONSIBILITIES
THE CHARTER OF RESIDENTS’ RIGHTS AND RESPONSIBILITIES

A.
Each Resident of a residential care service has the right:-

· to full and effective use of his or her personal, civil, legal and consumer rights;

· to quality care which is appropriate to his or her needs;

· to full information about his or her own state of health and about available treatments;

· to be treated with dignity and respect, and to live without exploitation, abuse or neglect;

· to live without discrimination or victimisation, and without being obliged to feel grateful to those providing his or her care and accommodation;

· to personal privacy;

· to live in a safe, secure and homelike environment, and to move freely both within and outside the residential care service without undue restriction;

· to be treated and accepted as an individual, and to have his or her individual preferences taken into account and treated with respect;

· to continue his or her cultural and religious practices and to retain the language of his or her choice, without discrimination;

· to select and maintain social and personal relationships with any other person without fear, criticism or restriction;

· to freedom of speech;

· to maintain his or her personal independence, which includes a recognition of personal responsibility for his or her own actions and choices, even though some actions may involve an element of risk which the resident has the right to accept, and that should then not be used to prevent or restrict those actions;

· to maintain control over, and to continue making decisions about, the personal aspects of his or her daily life, his or her financial affairs and possessions;

· to be involved in the activities, associations and friendships of his or her choice, both within and outside the residential care service;

· to have access to services and activities which are available generally in the community;

· to be consulted on, and to choose to have input into, decisions about the living arrangements of the residential care service;

· to have access to information about his or her rights, care, accommodation, and any other information which relates to him or her personally;

· to complain and to take action to resolve disputes;

· to have access to advocates and other avenues of redress;

· to be free from reprisal, or a well-founded fear of reprisal, in any form for taking action to enforce his or her rights.

B.
Each Resident of a residential care service has the responsibility:

· to respect the rights and needs of other people within the residential care service, and to respect the needs of the residential care service community as a whole;

· to respect the rights of staff and the proprietor to work in an environment which is free from harassment;

· to care for his or her own health and well-being, as far as he or she is capable;

· to inform his or her medical practitioner, as far as he or she is able, about his or her relevant medical history and his or her current state of health.

CODE OF CONDUCT FOR FAMILIES OF RESIDENTS AND CLIENTS AND ALL VISITORS TO FRONDITHA

Fronditha recognises the need for the protection of fundamental human values in the context of the common good of all who deliver and receive community and residential Aged Care services. 

Our employees (including volunteers and contractors)  in the delivery of these essential and vital services to clients and residents and consequently to their families as we recognise and promote the fundamental role of families to the wellbeing of our clients and residents.

In accordance with our expertise and in the context of our relationship to clients, residents and their families we commit ourselves to protect the following rights of our employees, contractors and volunteers:

1. their right to be treated with respect;

2. their rights to security at work free of harassment and anti-social behaviour;

3. their right to have their religious and cultural identity respected;

4. their  right to privacy and confidentiality;

5. the recognition that they are social beings with rightful expectations to work in a pleasant and professional environment.

Fronditha will ardently protect these rights as we have a legally binding duty of care to our staff and volunteers to do so and because our staff and volunteers are deserving of such protections. If these rights are not preserved we are at risk of losing valuable knowledgeable staff and volunteers who may seek to provide their services elsewhere. This can ultimately have a negative impact on Fronditha and its clients and residents.

Accordingly, we request that families of residents and clients treat our staff and volunteers with dignity and respect. Staff and volunteers are in turn expected to treat families of residents and clients with the same degree of courtesy and decorum.

Shouting, abusing, threatening or swearing at our staff shall not be tolerated. If this occurs, the families shall be advised in writing and will be given the opportunity to respond in a meeting with Senior Staff Members who shall investigate the incident. If the abusive or inappropriate behaviour persists legal avenues of redress may be required. In extreme circumstances where the behaviour is continuing and is jeopardising the occupational health and safety of our staff and volunteers serious measures will be considered.

If families wish to raise issues with staff and volunteers they are to do so in the way which protects the rights enunciated above. Formal grievances and complaints should be taken up with the Manager of Residential Care or Community Services. This should be done by making an appointment at a mutually convenient time. If the matter remains unresolved the families are encouraged to put the complaint in writing to the Regional Manager and ultimately to the CEO. Should the internal process prove to be unsuccessful, families can lodge a complaint with external bodies, including the Department of Aged Care.

I ____________________________________have received the Resident Information 

Handbook and understand the contents. 

Signed ___________________________________Date ___/____/______
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