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Welcome to Shepparton Villages
 
To help you settle into your new home we have put together this book for your information. It 
contains guides on how to operate the items in your room and general information about living in 
our facility. 
 
If you have any questions, please feel free to ask our reception staff who are based at all  
of our facilities Monday to Friday during business hours. 
 

Our Mission 
Our mission is to enrich the lives of people in our care. 

Our Values 
 
Choice 
We encourage and promote individual 
choice and independence. 
 
Respect 
We believe everyone is unique, we listen 
and demonstrate care and compassion  
in everything we do. 
 
 

Care 
We care and continuously 
improve what we do. 
 
Passion 
We love what we do and encourage 
creativity and diversity. 
 
Teamwork 
We work together and support each other. 

  

Administration Office: 
(03) 5832 0800 Mon-Fri 9am to 5pm 
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Common Questions 
Who do I contact if I have concerns or questions regarding care matters? 
Our facilities are staffed with Registered Nurses and Personal Care Workers that have regular contact 
with our residents and families.  
Care enquiries should primarily always be directed to your respective Facility Manager who is a 
Division 1 Registered Nurse. In the event you are not satisfied with the outcome from your Facility 
Manager, you always have the option to direct the concern to our Administration Office where it will 
be allocated to our Clinical Operations and Feedback Manager to investigate. All facility managers and 
nursing staff can be contacted on (03) 5832 0800 and  selecting the number relative to your loved 
ones respective home. Alternatively you may phone the facilities direct numbers as listed below. 
Please note our Nursing staff are not able to prescribe or change dosages of resident’s medication. If 
your concerns directly relate to prescribed medication and doses this will need to be directed to the 
residents doctor. 
 
I have a question relating to my account or the financial arrangement? 
These enquiries are best to raise with the Administration Office, particularly the Admissions team. 
They can be reached on (03) 5832 0800 option 1 Administration or admissions@sheppvillages.com.au  
 
How can I book in for a haircut or podiatry? 
These appointments can be made at all of our facilities receptions during business hours. Podiatry cost 
at our facilities are included in your care fees. 
Hairdressing can be paid using the resident funds account or cash on the day of the appointment. 
Please Note: Use of and payment of hairdressing is an agreement between the respective hairdresser 
and the resident. Shepparton Villages do not manage the hairdressing services.  
 
General Enquiries about the facility (booking visits and resident outings). 
Each facility has its own reception that can assist you with general questions about the facility. Our 
reception is staffed Monday to Friday between 9:00am to 4:00pm on the following numbers. 
Banksia Lodge:   (03) 5823 9900 
Maculata Place:  (03) 5892 4000 
Mooroopna Place:  (03) 5820 5500 
 
If I leave or discharge from the facility permanently what is the process? 
We allow our residents and their families 2-3 days to clean out the room. If this is not achievable under 
special circumstances you can request more time from the Facility Manager however, at times of 
urgent demand for a care bed an extension may not be able to be granted. 
All enquiries about finalising accounts, fees and information on refunds are to be directed to the 
Admissions Coordinator at our Administration Office on (03) 5832 0800 Option 1 Administration. 
 
Can I change rooms on request? 
We generally will only change rooms if there is a clinical reason that the other room is more suitable. 
Often rooms can be already allocated to other incoming admissions, and any room changes have to be 
approved with the Admissions department directly. Voluntary change of rooms will likely result in a 
change of accommodation costs depending on the room price and the MPIR rate at the time of your 
transfer 
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General Information 
 
Staffing 
The Facility Managers are Registered Nurses Division 1 who are available Monday -Friday during 
business hours. A team of Personal Care Workers and Registered Nurses provide care and services as 
identified on your Care Plan. The Team also includes catering and housekeeping staff to support you 
and your needs. 
In line with the new legislated care minutes and requirements, our facilities are staffed 24 hours a day 
with a Division 1 Registered Nurse in-charge of the facility.  

 
Residents Rights 
You have the right to high quality care appropriate to your needs, to participate in decision making 
regarding yourself and your home, to privacy, dignity, individuality, contact with family and friends, to 
self-esteem, to courtesy and to feel secure and comfortable in your new home. 
Staff also have rights – the right to courtesy as an individual, the right to perform their jobs free from 
harassment and the right to work in a safe environment. 
 
Privacy & Dignit 
Shepparton Villages recognises and respects your right to privacy, dignity and that information 
regarding your care and personal details are kept strictly confidential. Professional relationships 
between yourself and staff are enhanced by respecting each other’s right to dignity and privacy. 
 
Residents Responsibility 
You and your visitors must respect the privacy and wellbeing of other residents and their homes and 
endeavor to keep unnecessary noise to a minimum. 
 
Enduring Power of Attorney 
You are requested to appoint an Enduring Power of Attorney and Medical Treatment Decision Maker 
to assist whenever you are unable to make choices for yourself. Please endeavor to have this 
completed and supplied prior to your admission. 
 
Advanced Care Directive 
If we know your choices for future health care, we can respect them. 
Think about the treatment that you would or would not want. Having a say about your future medical 
treatment is called an Advanced Care Directive. It enables you to clarify your values and choices, and 
gives your family, doctors and nurses the opportunity to respect your choices. If you do not have an 
Advanced Care Directive, please discuss this with your Facility Manager and your General Practitioner. 
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Visiting Hours 
Visiting hours are unrestricted to encourage the maintenance of your friendships and interests both 
inside and outside the facility. All your visitors are welcome. Phone enquiries are also welcome. 
We ask all loved ones to book in their visits by calling your respective facility reception  
Visiting hours and limits can change at times, such as if we are experiencing an Exposure or Outbreak 
of certain viruses like COVID 19 or Gastroenteritis.  
We ask all visitors to always review the latest communications shared via Shepparton Villages to 
understand what the current rules and requirements are before arriving for your visit. This way we can 
continue to ensure we uphold the safety of our residents. 
Should any verbal or physical abuse be directed toward staff, you may be asked to leave the facility 
and if the incident become unsafe for staff or other residents and visitors - police may be call to 
manage the situation 
 
Outings with Relatives & Friends 
You are encouraged to maintain your social contacts with family, friends and the wider community. 
Wheelchairs are available for use if you need one. There is no curfew as it is your home and as such 
you are free to come and go as you wish, however we ask that the outing is registered in the leave 
book. Please contact reception for details. 
 
Social Leave 
You may spend time away from our facilities including overnight stays, providing the Facility Manager 
or Shift Supervisor is aware of your leave arrangements. The time of leave from the facility must be 
documented in the leave register, as should the time of return. 
Under the Aged Care Act 1997 you are allowed temporary absence from the aged care facility for 
unlimited hospital leave and up to 52 overnight stays leave for social or other purposes, in each 
financial year. 
You must continue to pay your fees at all times whilst on leave (with the exception of the Enhanced 
Living Package Fee). Please give notice so we can prepare your medications for your time away. 
 
Resident & Family Meetings 
Resident meetings are held every two months and serve as a valuable opportunity for sharing 
suggestions and staying informed about Village updates. Members of our Executive Team and the 
Facility Manager regularly attend these meetings. Support persons are also welcome to join, especially 
when important topics are on the agenda—provided there are no active outbreaks or elevated risks 
related to viruses such as COVID-19 or gastroenteritis within the facility or broader community. 

A written record of each meeting is kept and made available to residents and their families. Copies can 
be collected from each facility via a request from reception. 
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Shepparton Villages Consumer Advisory Board (CAB) 
Shepparton Villages holds quarterly Consumer Advisory Board (CAB) meetings that include a range 
of stakeholders, such as active residents, family members, and selected staff. The purpose of this 
group is to gather diverse feedback and perspectives to help Shepparton Villages enhance its 
processes and implement meaningful improvements to enrich the overall resident experience. 
For more information about the CAB, please contact the CEO’s Executive Assistants on (03) 58 32 08 
00 (Option 1 – Administration), or email us at info@sheppvillages.com.au. 
 
Comments & Complaints 
Shepparton Villages welcomes any suggestions or comments on ways to improve our facility for 
yourself, staff and visitors. 
Have your say forms 
Comments/Complaints/Compliment feedback forms are available from the reception area and in the 
foyer of the facility and can be lodged in the locked box for action by management. 
Have Your Say Forms can also be lodged on our website. 
If you or your representatives have a concern, they should discuss it with the Facility Manager. If the 
matter is not resolved it can then be discussed with the Clinical Operations and Feedback Manager 
who may also involve the Chief Executive Officer. 
Shepparton Villages Management will always listen to your concerns and try to resolve them. 
Complaints may also be referred to the Aged Care Quality and Safety Commission 
Telephone 1800 550 552   www.agedcarequality.gov.au 
Complaints for residents who are registered with NDIS can direct their concerns to their Case 
Manager, the Aged Care Quality and Safety Commission  or directly with the NDIS Quality and 
Safeguards Commission on 1800 035 544  https://www.ndis.gov.au/contact/feedback-and-complaints   
 
Meals 
Your dietary needs, including any allergies, preferences, or cultural requirements, will be assessed 
upon admission. Our daily menu offers a range of meal choices to support your preferences and 
promote variety. Meals are prepared using a cook-chill system in our central production kitchen and 
follow a 28-day rotating menu cycle. 

You will be offered three main meals each day, along with morning tea, afternoon tea, and supper. 
Fresh fruit and juices are available daily. Kitchenettes are located throughout the facility, allowing you 
to make a warm drink whenever you like. 

If you require assistance with eating, our staff are available to help. If you're feeling unwell, meals can 
be served in your room. 

Bringing Food into the Facility 
Family and friends may bring special treats for you, but please check with staff first to ensure they 
meet dietary or allergy requirements. All food brought in must be recorded in the Register of Food 
Brought into the Facility, located at the front entrance of each facility, as required under the Food 
Safety Act. 

If your family or advocates wish to bring in home-cooked food, please ensure they refer to the Home-
Cooked Food Safety Advice in the appendix for guidelines. 



More than a place, 
a community 

Admission Resident Booklet 

 
 

   
 
 

8 

Food safety is a priority. In accordance with Shepparton Villages Food Safety regulations: 

• Food can only be stored on-site for up to 24 hours before it must be discarded. 
• Meals brought in can be reheated once only and must then be disposed of if not consumed. 

Visitors at Mealtimes 
Family members are welcome to visit during mealtimes. If they wish to join you for a meal, this can be 
arranged by completing an Optional Service Request Form at Reception. We kindly ask for at least 5 
days’ notice to allow our catering team time to prepare. 

Additional Information 

• Mealtimes may vary slightly between dining rooms. Staff will inform you of the times relevant 
to your area upon admission. 

• If you plan to be out during a meal, you can request that your meal be saved for you. 

 
Alternative Eating Arrangements 
If you wish for a meal at an alternate mealtime, this can be discussed and arranged through the Facility 
Manager or Registered Nurse on duty. 
 
Vending Machines 
There is a vending machine near reception. There is a range of drinks and snacks available. These 
machines will accept card or cash. 
 
Cleaning  
Shepparton Villages we clean the floors, benches, shower, toilet and collect your general waste. We 
do ask residents and their advocates to dust your personal items and delicates.  
 
Money & Valuables 
Shepparton Villages will take reasonable care and precautions but will not accept responsibility for 
items lost, broken, or mislaid if left with you. Relatives and friends are asked to notify the staff of new 
items given to you or old ones taken away. 
It is always recommended to label any personal items brought into the facility. 
Shepparton Villages strongly encourage residents to use the safe located in each room to minimize the 
risk of lost and stolen items. (Instructions on how to use the safe are detailed under the “Resident 
Personal Safe” section of this document.  
 
Laundry 
We attend to your personal washing onsite at all our facilities. We can label your clothes (part of our 
Enhanced Living Package or at an additional cost if you are not on a Higher Everyday Living Fee 
Package.). Shepparton Villages does have the ability to run a delicate cycle but if you have items of 
clothing that are valuable or require specialised care like woolens, we suggest your advocate take care 
of these to minimise shrinkage of valuable articles of clothing. Dry cleaning is not provided. 
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Medical Care and Specialist Appointments 
You are welcome to continue care with your doctor of choice, provided they are willing to attend the 
facility regularly. Doctors must be able to visit the facility as needed, and an after-hours emergency 
medical service is available if required—please note, this service will be at your own expense. 
We recommend discussing any potential fees directly with your doctor, as Shepparton Villages does 
not have control over charges for visits to aged care facilities. 
At Shepparton Villages, we follow best practice standards for medication management. As part of this 
commitment, pharmacists are actively involved in supporting your care. 
Please note that all appointments with specialists outside the facility—including transportation, 
bookings, and associated costs—are the responsibility of you or your representative to arrange. 
 
Alternative Health Services 
It is recognised that it is your right to consult with health workers in other fields. It is recommended 
that your Doctor be informed of such visits, particularly if these consultants provide medications. This 
would minimise the risk of adverse drug reactions and promote a holistic approach to care.  
The cost of medication is met by you and accounts will be sent from the pharmacy as advised. 
 
Dental Services 
Appointments can be made for you to see a dentist as required. Transport needs to be arranged by 
you or your advocate. 
At other times it may be possible for the dentist to make a facility visit to you. All costs incurred will be 
your responsibility. It is also encouraged that if you have dentures they are named upon admission. 
Lost or broken dentures are not the responsibility of Shepparton Villages to replace. 
 
Podiatry 
This service is available at all our facilities. A podiatrist visits on a scheduled basis and recommends the 
next review timeframe. 
The podiatrist will provide information for residents and families to independently follow up on 
footwear purchases. 
 
Speech Therapist & Dietician 
Speech Therapy & Dietetic assessments are available if required.  Speech Therapist and a Dietician visit 
the facility as referrals are received from your GP or the facility manager. 
 
Optometry & Hearing Aids 
Appointments and transportation to these services are again arranged by you or your advocate. All 
costs incurred and maintenance/servicing will be the responsibility of you. It is also encouraged that all 
glasses and Hearing Aids be named upon admission. Care staff can assist you with charging and fitting 
your hearing aids. 
Hearing aids can often go missing or placed in items of clothing that can later cause damage if washed, 
ironed etc. Ensure you place these items in safe places to prevent loss or damage. Shepparton Villages 
take no responsibility for lost or damaged glasses or hearing aids. 
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Physiotherapy 
The Physiotherapists are located at our facility on a regular basis. Service that fall under your care fees 
are an assessment upon admission, post incident reviews and annual review. 
If your doctor has written in your care plan a physiotherapy program, we have the facilities and 
equipment to assist you complete this program in our facilities. 
Unfortunately, our physiotherapists do not offer one on one rehabilitation programs. Advocates have 
the choice to engage an external physiotherapist at your own expense. 
 
Medical Records 
Medical records are private and confidential. You or your advocate may apply to the Privacy Officer for 
access to your medical records. 
 

Lifestyle and Leisure Program 
Each of our facilities employs several Lifestyle & Leisure Therapists who coordinate a variety of 
activities to support your overall wellbeing. A weekly schedule of daily activities is available, offering a 
mix of individual and group options tailored to your interests and needs. 
These programs are designed to keep you engaged, promote wellness and reablement and help you 
build meaningful connections with fellow residents—fostering a strong sense of community. 

Mail Services 

Mail is delivered to your room on weekdays. Outgoing mail can be left at the reception desk for 
posting. Stamps are available at your expense as part of our Enhanced Living Package or at an 
additional cost if you are not on a Higher Everyday Living Fee Package. 

All mail should be addressed as applicable to: 
 
Your Name 
Mooroopna Place  
30-50 Knight St  
MOOROOPNA VIC 3629  
 

Your Name 
Maculata Place  
124 Maculata Drive 
SHEPPARTON VIC 3630 
 

Your Name 
Banksia Lodge 
15 Waranga Drive 
KIALLA VIC 3631 

Electrical Appliances 
All electrical appliances brought into our facilities must be tagged and tested on admission and yearly 
thereafter by Shepparton Villages. Items that do not pass the test will be given to your advocate to 
remove. 
After admission if you bring in other electrical items, please ensure you advise staff so items can be 
tested and tagged before use. Test and tagging cost are covered in our Enhanced Living Package or at 
an additional cost per item if you are not on a Higher Everyday Living Fee Package. 
 
Reading Books 
Our homes all have separate areas where books are placed for your enjoyment. Talking books can also 
be arranged through Vision Australia and the local library. 
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Video calls 
Our lifestyle and leisure teams can arrange video calls with your loved ones, all facilities have the 
equipment to facilitate this request and provide you with assistance to use the technology. These calls 
do require prearranged bookings to be made and are subject to availability. Special days like 
Mothers/Fathers day may book out quickly so bookings are first in best dressed. This service is a part 
of our Enhanced Living Package or at an additional cost if you are not on a Higher Everyday Living Fee 
Package. 
 
Volunteers & Community Visitors 
Volunteers and community visitors both operate under the direction of the Lifestyle and Leisure Team. 
They provide assistance and companionship to you and fellow residents, which enables them to be 
more actively involved in both community and individual activity programs. All volunteers and 
community visitors go through careful screening processes prior to spending time with our Resident. 
They may spend time talking or reading to you, or may take you for walks or outings, all of which assist 
in maintaining interest in the community. 
Support from volunteers can vary from time to time dependent on our volunteers availability we 
cannot guarantee the above will always be available to you. 
 
Clergy / Personal & Spiritual Beliefs 
Regular faith services are held at Shepparton Villages facilities. All Residents are invited to attend the 
service which reflects their beliefs. Ministers of Religion and Pastoral Care Workers are encouraged to 
visit and can be contacted on request by the Resident/Next of Kin. All staff will respect your individual 
beliefs. 
You are still always more than welcome to attend other Clergy / Personal & Spiritual services external 
to the facilities if you choose. 
 
Cultural Needs 
If you have specific cultural needs these can be addressed and catered for by discussion with the 
Facility Manager and staff on duty at the time. Arrangements for access to venues/meals/interpreters 
can be made accordingly. 
 
Mobility 
Your mobility will be assessed on admission by the physiotherapist and reassessed as necessary. 
Appropriate lifting equipment will be used as required according to the provisions of the Occupational 
Health and Safety Act. 
 
Wellness Centre- Maculata & Mooroopna Place only 
The Wellness Centre is equipped with age-appropriate exercise equipment which is available if you 
have a specified program designed from your Physiotherapists.  
 
Motorised Scooters 
If you wish to bring your motorised scooter, it can be used only after you have been assessed by an 
Occupational Therapist and found to be competent to safely operate the motorised scooter within the 
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Village precincts. 
Should your physical or cognitive abilities change, a reassessment by the Occupational Therapist to 
determine your ability to use the motorised scooter in a safe manner will be completed. 
Such assessments are the financial responsibility of the you. 
Please note there is limited outside storage for scooters. Scooters are to be supplied at your own 
expense. Further you are responsible for the ongoing servicing, maintenance, and registration of the 
scooter. 
Motorised scooters cannot be used inside the facility, they are external use only. 
 
Occupational Therapist  
Occupational therapy services are available on a referral basis. The occupational therapist will visit 
following a referral from either a GP or nursing staff. Other requests that come at yours or your 
advocate requests may incur additional costs. 
 
Workplace Safety 
Shepparton Villages is committed to workplace safety and to the use of a Minimal Lift System which 
includes using mechanical lifting devices wherever possible. This will be done whilst maintaining the 
dignity of Residents and protecting staff from possible injury. 
 
Compulsory Police & NDIS Checks 
It is compulsory that all staff, volunteers including clergy and contractors undertake satisfactory police 
and NDIS checks prior to commencement. 
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Compulsory Serious Incident Reporting (SIRS) 
The serious Incident Response Scheme (SIRS) is an initiative to help prevent and reduce the risk and 
occurrence of incidents of abuse and neglect in residential aged care services.  
Under SIRS providers are required to notify the Aged care Quality and Safety Commission of serious 
incidents that occur, including alleged and suspected events as well as witnessed events 
Reportable incidents include; 

• Unreasonable Use of Force  

• Unlawful sexual contact or inappropriate sexual conduct 

• Psychological or emotional abuse 

• Unexpected death 

• Inappropriate use of restrictive practices  

• Unexplained absence from care 
Shepparton Villages also has an obligation to report to police any incident that involves criminal or 
potentially criminal behavior. In circumstances it is the role of the police and courts to investigate 
crimes and prosecute offenders    
Further information can be found on the website for - ACQSC notice of collection: 
https://www.agedcarequality.gov.au/resource-library/notice-collection 
 
Smoking & Vaping 
It is the policy of Shepparton Villages that smoking does not occur within buildings. If smoking is 
necessary, this must occur outside the building in a designated smoking area. 
This is also a requirement for your visitors. Smoking rules also apply to E-cigarettes and Vapes. 
 
Alcohol 
Alcohol may be supplied by you or your advocate. We ask that all alcohol be left with the Facility 
Manager or Team Leader. This allows staff to ascertain that the alcohol consumption will not affect 
prescribed medication, and that it is kept in a secure area. We will serve alcohol at certain events like 
Happy Hour, Sports evenings and other themed event days as determined. These events will be part of 
our Enhanced Living Package. 
Limited alcohol can be stored in your room if it is deemed appropriate by the facility manager. 
Alternatively, all alcohol is stored in the facilities kitchen and is labeled for the resident. 
Alcohol for mealtimes is not supplied by Shepparton Villages and will come at your own supply and 
cost.   
 
Closed Circuit Television System 
Shepparton Villages have a closed-circuit television with recording capacity to monitor common areas 
such as corridors and entry/exit doors to assist in the security of the Residents and Staff. No such 
devices are installed in areas that compromise Resident’s personal privacy such as bedrooms, 
bathrooms, therapy areas, dining rooms or lounges. 
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Security System 
All external doors to our facilities are coded to maintain the safety of the residents who reside there. 
Access to the building through the front door is possible via sensors during the day. Visitors arriving 
after 5pm will need to use the bell to gain admission. 
Grounds patrol by an external Security service is provided at night. 
 
Facility Based Emergencies 
An Emergency Procedure is a carefully prepared plan designed to deal with any emergency such as 
fire, medical, flood etc. Regular training is carried out by staff. Residents will at times be asked to 
cooperate with their inclusion in these training exercises. 
On the back of the door in each room is an emergency Plan for the respective facility, please take the 
time to familiarise yourself with this.   
 
Safety 
Shepparton Villages is committed to taking all reasonable measures to ensure and protect the health, 
safety and welfare of Residents, staff and visitors. 
 
Pets 
Personal pets are not permitted on a permanent basis. However, relatives may bring pets in to visit 
their owner or provide therapy. They must be signed into the Visitors book. Pets must always be kept 
under control, leaded and all animal excreta must be cleaned and disposed of by the owner. 
 
Residents Personal Safe 
Jewelry and other items of value to you can be kept with you. However, we recommend that valuable 
jewelry or other items be held by your advocate. Shepparton Villages accepts no responsibility for 
jewelry and personal effects belonging to you. Insurance for these items is your responsibility. 
Holding large amounts of money is discouraged. We advise that Shepparton Villages offers a Resident 
Funds Account which will enable you to easily access your funds, this is part of the Enhanced Living 
Package. 
We recommend residents label all personal items before they are brought into the facility to minimise 
the risk of losing them. 
Here are the instructions to use your Safe in your room 
Close Safe 
To lock your safe put in 4-digit code of your choice, push the “close” button and shut the door 
Open Safe 
Enter 4-digit code and the door should open 
If you have trouble opening and setting your codes, please place a request  
in the facility maintenance book at reception at each facility 
The inclusion of the safe is part of our Enhanced Living Package or at an additional cost if you are 
not on a Higher Everyday Living Fee Package. 
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Other Important Information  
During the admission process you will have received important information on several of our policies 
and procedures that are designed to provide our residents with the highest level of care and to ensure 
to adhere the Aged Care Quality and Service Standards. If you require further information or another 
copy of a certain policy and procedures, please feel free to request from our Administration Office  
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The Statement of Aged Care Rights 
Independence, autonomy, empowerment and freedom of choice 
An individual has a right to: 

- exercise choice and make decisions that affect the individual’s life, including in relation to 
the following: 
1) the funded aged care services the individual has been approved to access; 
2) how, when and by whom those services are delivered to the individual; and 
3) the individual’s financial affairs and personal possessions; and 

- be supported (if necessary) to make those decisions and have those decisions respected; 
and 

- take personal risks, including in pursuit of the individual’s quality of life, social participation 
and intimate and sexual relationships. 

 
Equitable access 
An individual has a right to equitable access to: 

- have the individual’s need for funded aged care services assessed, or reassessed, in a 
manner which is: 
1) culturally safe, culturally appropriate, trauma-aware and healing-informed; and 
2) accessible and suitable for individual’s living with dementia or other cognitive 

impairment; and 
3) palliative care and end-of-life care when required. 

 
Quality and safe funded aged care services 
An individual has a right to: 

- be treated with dignity and respect; 
- safe, fair, equitable and non-discriminatory treatment;  
- have the individual’s identity, culture, spirituality and diversity valued and supported; and 
- funded aged care services being delivered to the individual: 

1) in a way that is culturally safe, culturally appropriate, trauma-aware and 
healing-informed; 

2) in an accessible manner; and 
3) by aged care workers of registered providers who have appropriate qualifications, skills 

and experience. 
- An individual has a right to: 

1) be free from all forms of violence, degrading or inhumane treatment, exploitation, 
neglect, coercion, abuse or sexual misconduct; and 

2) have quality and safe funded aged care services delivered consistently with the 
requirements imposed on registered providers under this Act. 
 

Respect for privacy and information 
An individual has a right to have the individual’s: 

- personal privacy respected; and 
- personal information protected. 

An individual has a right to seek, and be provided with, records and information about the 
individual’s rights under this section and the funded aged care services the individual accesses, 
including the costs of those services. 
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Person-centred communication and ability to raise issues without reprisal 
An individual has a right to: 

- be informed, in a way the individual understands, about the funded aged care services the 
individual accesses; and 

- express opinions about the funded aged care services the individual accesses and be heard. 
An individual has a right to communicate in the individual’s preferred language or method of 
communication, with access to interpreters and communication aids as required. 
 
An individual has a right to: 

- open communication and support from registered providers when issues arise in the 
delivery of funded aged care services; and 

- make complaints using an accessible mechanism, without fear of reprisal, about the delivery 
of funded aged care services to the individual; and 

- have the individual’s complaints dealt with fairly and promptly. 
 
Advocates, significant persons and social connections 
An individual has a right to be supported by an advocate or other person of the individual’s choice, 
including when exercising or seeking to understand the individual’s rights in this section, voicing the 
individual’s opinions, making decisions that affect the individual’s life and making complaints or 
giving feedback. 
 
An individual has a right to have the role of persons who are significant to the individual, including 
carers, visitors and volunteers, be acknowledged and respected. 
 
An individual has a right to opportunities, and assistance, to stay connected (if the individual so 
chooses) with: 

- significant persons in the individual’s life and pets, including through safe visitation by family 
members, friends, volunteers or other visitors where the individual lives and visits to family 
members or friends; 

- the individual’s community, including by participating in public life and leisure, cultural, 
spiritual and lifestyle activities; and 

- if the individual is an Aboriginal or Torres Strait Islander person—community, Country and 
Island Home. 

An individual has a right to access, at any time the individual chooses, a person designated by the 
individual, or a person designated by an appropriate authority. 
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The NDIS Code of Conduct 
1. act with respect for individual rights to freedom of expression, self-determination, and decision-

making in accordance with relevant laws and conventions 

2. respect the privacy of people with disability 

3. provide supports and services in a safe and competent manner with care and skill 

4. act with integrity, honesty, and transparency 

5. promptly take steps to raise and act on concerns about matters that might have an impact on the 
quality and safety of supports provided to people with disability 

6. take all reasonable steps to prevent and respond to all forms of violence against, exploitation, 
neglect, and abuse of people with disability 

7. take all reasonable steps to prevent and respond to sexual misconduct 

8. not charge or represent higher prices for the supply of goods for NDIS participants without a 
reasonable justification. 
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Appendix 1: Home Cooked Food Safety Advice 
All Shepparton Villages Facilities operate as a Class 1 premises, serving food to the Vulnerable 
population. 
Shepparton Villages has implemented a Food Safety Program which helps us to ensure all food 
purchased 
and cooked foods for our residents is safe. We allow and encourage family members and friends of 
our 
residents to continue to bring in food and special treats to enhance quality of life, providing it meets 
the 
standard of food safety. 
The following shall be noted when dealing with purchase, preparation, transport and storage: 
1. When purchasing perishable food from the supermarket on hot days, ensure that  

Maintained at the correct temperatures during transporting it home by using an insulated 
container (Esky) and an ice brick. 
 

2. Perishable food not eaten within 48-hours or by the use-by date on the label must be disposed 
of. 
 

3. Poor food handling and transporting practices could result in residents becoming very ill with 
food poisoning symptoms, which could be fatal. 

 
4. Care should be taken during food preparation ensuring good hygiene practices and correctly 

cleaned and sanitised working surfaces. Cooked food should be cooled quickly be placing in the 
refrigerator within one hour of cooking. Food should be stored in clean, covered food-grade 
containers. 

 
5. High-risk foods considered high risk include: 

• Fish 
• Eggs (in both raw and cooked form) 
• Cooked rice, pasta, meat (both raw and cooked) 
• Poultry 
• Sandwiches 

These foods need to be kept at below 5°C if being transported. 
 
6. Food that requires reheating should be transported cold and refrigerated on arrival. When 

reheating, it is important that the food be bought to the boil or heated to above 65°C. 
Please note that food should only be Reheated once and then discarded. 
 

7. All foods that are not in their original packaging must be accompanied with a list of ingredients 
so as to clearly identify the presence of any Food Allergens. 

8. Foods being brought into the facility for a family member must not be shared with any other 
resident as this may not be in accordance with the specific dietary requirements for that 
resident. 
 

9. Our staff are trained in safe food handling practices and will assist with advice on the correct 
food handling processes. Our residents are in a vulnerable age group, so we ask for your 
assistance and full cooperation in the area of food safety. 

Bon Appetit  
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Enhanced Living Package- Higher Everyday Living 
Fees/ Services (HELF) 
The Enhanced Living Package has been designed to bring you the additional comforts and 
conveniences you may have enjoyed at home, while offering you greater choice in your daily living 
experience.  
 
This optional program provides access to an expanded range of Room Extras, Entertainment, 
Technology, Personal Equipment, Wellbeing/Social Activities and Dining & Drink options. 
Comprehensive details including an itemised list of package features, can be found in our Enhanced 
Living Brochure or within your formal HELF Agreement and Purchase Order Form, which are 
provided prior to and upon admission.  
 
Please Note: All the items listed below are included in the Enhanced Living Package, effective 
November 1st 2025. 
The following table outlines how to request assistance to access each benefit, or what to do if you 
experience any issues with these services.  
 

Room Extras 
Fully serviced bar fridge 
1 x installation & removal of a Resident supplied bar fridge, fully managed 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
New pillows & pillow menu 
3 x types of new pillows (soft, medium, firm) 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Personal safe 
1 x personal safe rental, secured in wardrobe, 3–8-digit security code  
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Private telephone - calls included 
1 x digital telephone handset rental, message bank, unlimited local, interstate and mobile calls. International 
calls at cost 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 

Entertainment & Technology 
In-room smart TV  
1 x HD TV rental with free- to-air channels & internet streaming  
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Internet/Wi-Fi (unlimited) 
1 x wireless internet connection with streaming capability 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Video Catch Up Calls 
1 x weekly, unsupervised, use of video conferencing  
Who to speak with if you have any questions:  
Lifestyle & Leisure, Support Services Officer, Facility Manager 
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Personal Equipment & Services  
Test and tagging of personal electrical items  
5 x electrical items tested and tagged for safety purposes, per annum. 
Additional items @ cost 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Priority postage service 
Mail will be collected & delivered at reception each weekday 
Who to speak with if you have any questions:  
Facility Reception, Support Services Officer, Facility Manager 
Professionally printed clothing name labels  
Individual printed labels affixed to clothing at entry and as needed thereafter. Max. 100 items p.a. 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Washing of delicate items 
Up to 2 items per resident per week, laundered on a delicate wash cycle and air dried 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 

Dining & Drinks 
Choice of 2 hot meals at lunch  
Choice of 2 hot protein options and dessert at lunchtime meal x 7 days 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Happy Hour weekly  
2 standard drinks per resident - domestic beer, wine, lemon-lime-bitters, other soft drinks, mineral water, tonic 
water 
Who to speak with if you have any questions:  
Lifestyle & Leisure, Support Services Officer, Facility Manager 
Hot breakfast option weekly 
Choice of 1 hot breakfast option in addition to the continental breakfast menu options 
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
Cloth napkins 
Provision of a cloth napkin at each meal  
Who to speak with if you have any questions:  
Support Services Officer, Facility Reception, Facility Manager 
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HELF Per Use Services 
Shepparton Villages will offer the choice for you to take up optional services on a per use basis. 
These services include. 
 
Resident Bus Trip - in line with latest Aged Care Quality Standards, we are further improving our 
program of bus outings to offer more consistent and engaging experiences for residents. These 
outings will provide additional opportunities for social engagement, community connection and 
promotion of independence. 
 
Carer Escort - Shepparton Villages staff are available to escort you to appointments, shopping, or 
other personal outings.  A minimum booking of two hours is required when booking this service. 
 
Personal Errands - Shepparton Villages staff are available to pick up your shopping or other personal 
tasks outside the home.  A minimum booking of one hour is required when booking this service. 
 
Guest Dining - Family and friends can enjoy lunch or dinner with you, including a main meal, dessert 
and tea or coffee. A minimum of 5 days’ notice is required for this booking.  
 
These services can be arranged via completing an “Per use service form or request sheet” this can be 
collected from your respected facilities reception. The cost of these are included on this form. 
 

  

Please note if you would like to discuss a Higher Everyday Living Package or services please contact 
your respective facilities Support Service Officer 

 
(03) 5832 0800 select the Option  for your preferred  

during business hours Monday to Friday. 
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Banksia Remote Guide 
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Maculata Place Remote Guide 
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Mooroopna Place Remote Guide  
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