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Welcome to Complete Nursing and Home Care.

This handbook sets out your rights and responsibilities as alient, and our
service conditionsand responsibilities to you as your service provider.

Complete Nursing and Home Care is a private company with a proud
history of caring for people living with disability and older Australians in
Victoria and Queensland. Our expertly tailored, personal support services
help peopleto live at their best everyday and contribute towards them
achieving their individual goals, regardless of their age, abilities and
circumstances.
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Our Purpose

To deliver high quality services that support and empower people to
enhance the quality of theirlives.
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Our Vision

To build a community where people are empowered to live an independent
life of their choice. We strive to understand what people want and work
together to achieve outcomes.
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Respect
1  We listen to what people say and astthen needed
1 We communicate openly and honestly
1  We embrace diversity and difference
1  We believe every person has equal value regardless of their life
choices or individual circumstances.
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Integrity

1 We always strive to meet our commitment to be on time and ready for
work .

T We will deliver what we commit to.
1  We are thoughtful in our communication, planning anegmanagement
of services and support

Quality

We provide well trained, fully screened support staff

We hear and action all feedback

We are innovative and strive for continuous improvement

We strive for the highest level of professionalism in all that weal
We commit to services and support that delivers value for money

ommitment
We are committed to the safety and wellbeing aflients and staff and
have zero tolerance for violence or neglect
1  We strive for consistency to create confidence and trust
1 We ae committed to upholding rights of all people with disability and
vulnerable people in all communities
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Complete Nursing focuses on the best outcomes for odifents. We do this
by providing planned supports for people withdisability and older people
who are frail or aged, to achieve their goals and to live independently at
home and be part of the community.

Our services are designed to help you meet your stated goals to achieve
your selected outcomes.

CompleteNursing can provide tailored support to you inMelbourne
metropolitan areas in Victorig, and around Cleveland and Nerang in
Queensland{o suit your needs,goals,and outcomes.

If you are seeking disability support, aged care or specialist assistanae
home, in the community or for specific purpose such as work or education,
Complete Nursing can assist.
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We can assist you with:

Personal care- including showering, toileting & oral hygiene
Meal preparationand domestic tasks

Transfers

Health support

Travel and transport (including with wheelchairs)

Shopping

Community and social activities

M M ™M ™M ™M ™M ™M ™

Hospital and doctor visits

More complexsupport we offer includes:
Medication administration

Wound care and dressings
Oxygen therapy

Non-invasive ventilation

Catheter care

PEG and NGT tube feeding

M ™M M M ™M ™MW ™MW

Palliative caresupport

Complete Nursing can also provide respite services by supporting your
carers with an organised break from their usual caring role.



. Complete

Nursing & Home Care

Service contact times

Contact us on the office numbet300 34 44 34, or via emalil at
info@completenursing.com.au for all your needs, or emergencies, between
6.00am and 10.00pm any day.

For support after hoursplease call03 8560 3090.

Service delivery ti mes

Most of our services are provided between 6.00am and 11.00pm, all days
including week-ends and public holidays.

When you need support outside these
general service times, please discuss your
special needs with your Service
Coordinator.

When arranging services for you, we will
allocate a time for your services after
discussing with you your preferences and
after considering the availability of staff in
your area.

Your attendance

Complete Nursing can only provide your service while you are &étome. It
Is only in special circumstances that services can be provided in your home
when you are not there.

If you do not let us know you will not be home, or if you advise us Igtgou
may be charged for the shift as we will have booked staff to supparou.

Under the NDIS this will happen if you cancel after 3.00pm the day before
your support is scheduled.



7 Complete

Nursing & Home Care

Changes to your service by Complete Nursing

Occasionally our staff will not be able to provide your service on the
nominated day or time. If this happens, we will contact you to reschedule
your service.

Because of the cost, our Service Coordinator will contact you to plan
services around public holidays.Complete Nursing wants to ensure your
support continues to meet your needs and your planned outcomes.

When we or you need to adjust the day or time ofour service on an
ongoing basis, your Service Coordinator will discuss this with you and
provide as much notice as possible.

It
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Complete Nursing will focus on assisting you to achieve tlgoals and
outcomes as set out in your servie agreement or care plan.

Complete Nursing will deliver services tasupport you to live the life you
choose by assisting you with your independence in your home and
community; and to achieve thegoals andoutcomes that are important to
you.

Complete Nursing will provide you with a high standard of service guided
by your plannedgoals andoutcomes.

Complete Nursing will follow these principles:
F Listening to you

F Being reliable

F Keeping you safe

F Improving your wellbeing

These principles will guide our practice to meet your needs, organise
reliable support and ensure your safety and wellbeingThey aresupported
by federal legislation

#EAOOAO AT A #AOANn OAAEDPEAT 06O OECEOO ¢/
http://www.dss.gov.au

NDIS terms of business
http:// www.ndis.gov.au
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Under the Work Health and Safety Act 2011, your home is considered a
workplace for our Conplete Nursing support staff.

You have a duty under the law to make sure that our support staff can work
in a safe environment when they are in your homeSome things you can do
include:

E Informing our Service Coordinators about any unsafe conditions in
your home.

E  Assisting with OH&S checks of your home.

F Addressing any identified hazards found in your home after a OH&S
check.

E Ensuring your pets are controlled and providing a smokdree working
environment during the service time.

Z Providing a workplace that is free of racial, exual, physical or
emotional abuse.

E  Treating our staff with dignity and respect.

E Informing our staff if you are unwell or cannot do things the way you
usually do them.

Z Informing our staff if your doctor has diagnosed you with a shorterm
infectious iliness.

Z Providing safe cleaning products and cleaning equipment that is
suitable and well maintained.

F Ensuring your personal mobility equipment is well maintained so we
can provide care safely.

We will conduct a home OH&S chedbkefore our first visit and discuss any
identified risks or hazards with you. We will endeavor to provide all your
services but there may be times when we are unable to undertake some
tasks to ensure your safety and that of our staffWe will work with you to
ensure a safe woking environment.
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As aclient of Complete Nursing, you are entitled to:

Z
Z

Be treated with dignity, with your privacy respected.

Be involved in deciding and choosing the supports that best meet your
needs, goals and outcomes.

Be provided with information to enable you to make informed choices
about your supports.

Expect that we will consult with you about any changes to your
service.

Receive care that considers your lifestyle, cultural, linguistic and
religious background andpreferences.

Have awritten plan of the services you will receive from us.
Expect confidential management of your personal information.

Prompt responses to enquiries and complaints about the care you are
receiving.

Have the process for making a coplaint about your service explained
to you.

Have thisClient Handbook and service agreement explained to you.

Choose a person to speak on your behalf for any purpose (we can refer
you to an advocacy organisation if required).
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As ourclient we ask you to:

F Respect the rights of our staff, ensuring their workplace is safe and
free from harassment

E Care for your own health and wellbeing as much as you are able.
Z Provide us with information that will help us better meet your needs.

Z Provide us with & much notice as possiblevhen you will not be home
for your service.

E Inform us of any changes we need to make to your care plan or service
agreement and provide appropriate information if required.

F Be aware hat our support staff are only authorised to perform the
agreed number of hours andor supports that is for you as outlined in
your support plan and service agreement

E Provide the equipment and cleaning agents needed for us to deliver
the tasks outlinedin your service agreement.

E Arrange for the prompt payment of the agreed amount for the services
provided by our staff.

Z Provide us with feedback about the services you are receiving.

Provide the documentation and updates as required for support such
as medication administration.
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Complete Nursing is covered by the
Federal Privacy Act (1988). Under this
Act, Complete Nursing will collect
relevant information about you to
enable us to safely provide your service
in @ manner that best meets your
individual needs and preferences.

Your information is only shared with
authorised staff who require this
information to provide your service or exchanged with providers or health
professionals where you have given consenPersonal information is
securelyheld in the Complete Nursingelectronic information systems.

We have a legal obligation under the Privacy Act to protect the privacy of
your personal information and ensure your paper and computebased
records are secure.

Where we are required by law to release this information, we musto so.
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Service Agreement

When you have a service agreement, it is an agreement between you, as the
client and Complete Nursing.When you sign this agreement, you are
agreeing to keep to the terms and conditions set out in the service
agreement and the Complete Nursin@lient Handbook.

If the services set out in your service agreement does not have an end date,
the agreement will sy in place until a change requires a new agreement.

If you have an NDIS plan, the service agreement will apply only from the
start to the end date of your plan. The service agreement will be reviewed
whenever you have a plan review. A service bookingll also be required
so we can deliver support within the budget you have identified.

Your services can be reviewed once a year and this agreement can be
changed at any time when your situation changes.
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Complete Nursing Support Team

A number ofpeoplewill work together to provide you with your support
services.

Our Complete Nursing Support Workers, who come to your home for
services, are managed by a Service Coordinatofhe Service Coordinator
allocates appropriate staff based on thekills and knowledge required to
support you in the best possible way.

Your first point of contact for all dayto-day enquiries is the Complete
Nursing Service Coordinator.They will work with you and your family to
set up and maintain your individual cae plan to meet your needs and your
planned outcomes.

If you are unhappy with their response you can contact thEompany
Director on the Complete Nursing and Homedge number.













































