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Pennwood Village 

Pennwood aged care services strives to achieve excellence in culturally 
sensitive quality aged care and is committed to providing high quality 
individualised services addressing cultural, spiritual and linguistic needs. 

 

Pennwood aged care services believes in: 

● Respect 
● Choice 
● Dignity 

● Diversity 

● Compassion 

● Unity  
● Quality  
 
Vision statement 
Pennwood Aged Care Services’ vision is to ensure the services we provide 
are culturally safe, individualised, compassionate and caring to improve the 
quality of life for our consumers, and that our staff are supported and 
valued for their contribution to improving consumers’ wellbeing. 
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Welcome 
Welcome to Pennwood Village. We are so pleased that you have chosen to stay with 
us. We will do whatever we can to ensure your time here is comfortable and 
enjoyable. 

We want everyone who lives here to feel free to be themselves and live a life they 
choose in their new home. We respect each individual’s unique identity and provide 
high quality care in accordance with your needs, goals, choices and decisions. 

About Pennwood Aged Care Services 

Pennwood Aged Care Services is comprised of Pennwood Village (residential care) 
and Pennwood Home Services (care for people in their own homes) and is governed 
by a Board of Directors as part of the Serbian Community Welfare Association of SA 
Inc. The Board of Directors is comprised of caring community members, with diverse 
experience in life and industry that oversee all operations of Pennwood Aged Care 
Services. They work in conjunction with management to ensure we maintain our high 
quality standards and meet all regulatory requirements. 

About Pennwood Village 

Pennwood Village was built in May 1993 and housed 40 residents offering mainly 
low level care. Previously known as Pennington Aged Care Village, the facility was re-
branded Pennwood Village in 2010. In 2011 a new wing was opened, bringing our 
service to a total of 60 beds. In 2019, Pennwood Village expanded yet again with the 
addition of two new houses, bringing us to our current total of 80 beds.  

Pennwood Village can accommodate transition care (short-term restorative care 
following a hospital stay), respite (short-term care) and permanent placements 
(residents). We cater for all care needs, whether it’s providing assistance with daily 
tasks such as showering, dressing and toileting or managing complex mental and 
physical clinical needs such as diabetes, dementia and mental illness. 

Houses 1 to 6 are for permanent and respite places and houses 7 and 8 are used for 
short stays as part of the Transition Care Programme (TCP).  

The information in this handbook is in addition to that outlined in your Resident and 
Accommodation Agreement, which you complete when permanent or respite 
accommodation is made available to you. 
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Dementia friendly environment 

The environment at Pennwood Village has been specifically designed to feel home-
like which assists people living with dementia to feel comfortable, safe and secure. 
People living with dementia are not confined to any specific area and are able to 
walk around inside and outside of the Village unrestricted (if safe to do so). 
Meandering paths loop throughout the Village gardens to allow for safe wandering, 
fresh air and gentle exercise, with chairs and benches along the way for rest breaks.  

Where it has been deemed too risky for a resident to leave the Village alone, we 
keep them safe using technology such as door alarms and GPS locators along with 
staff supervision. Staff get to know residents well and receive regular training on 
topics related to caring for people with dementia. We maintain staff continuity as 
much as possible so that residents with dementia feel comfortable and relaxed with 
familiar care staff. 

On the Day of Your Admission 
When you move into Pennwood Village the Director of Care or Senior Nurse will talk 
with you about	your personal care needs, goals, preferences and social needs.  

The admission process can take 3-4 hours, so it is important that whoever is 
accompanying you be aware to allow sufficient time so we can get you settled in 
without rushing.  

You will be asked to read and sign the Residential Agreement and the Charter of 
Aged Care Rights at your leisure.  

If you haven’t already supplied the following, please bring these items with you: 

● My Aged Care approval summary 
● Department of Human Services (Centrelink) financial assessment 

documentation 
● Pension, Medicare, ambulance and safety net cards 
● Private health insurance information (if applicable) 
● Doctor’s letter and any transfer letters from another facility 
● Your general practitioner’s (GP) name, address and contact number 
● Current medication including all current prescriptions 
● Copy of your Advance Care Directive, Enduring Power Of Attorney and/or 

Medical Power of Attorney  
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Your Rights 
A copy of the Charter of Aged Care Rights is provided in your admission pack and is 
referred to in your Resident and Accommodation Agreement. 

Pennwood Aged Care Services uphold all aspects of the Charter of Aged Care Rights 
as follows: 

Charter of Aged Care Rights 

I have the right to: 

● Safe and high quality care and services; 
● be treated with dignity and respect; 
● have my identity, culture and diversity valued and supported; 
● live without abuse and neglect; 
● be informed about my care and services in a way I understand; 
● access all information about myself, including information about my rights, 

care and services; 
● have control over and make choices about my care, and personal and social 

life, including where the choices involve personal risk; 
● have control over, and make decisions about, the personal aspects of my daily 

life, financial affairs and possessions; 
● my independence; 
● be listened to and understood; 
● have a person of my choice, including an aged care advocate, support me or 

speak on my behalf; 
● complain free from reprisal, and to have my complaints dealt with fairly and 

promptly; 
● personal privacy and to have my personal information protected; 
● exercise my rights without it adversely affecting the way I am treated. 
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Aged Care Quality Standards 
Pennwood Aged Care Services is required to comply with the Aged Care Quality 
Standards (Quality Standards) from 1 July 2019. We will be assessed and must be 
able to provide evidence of our compliance with and performance against the 
Quality Standards.  

The Quality Standards focus on outcomes for consumers (both in residential and 
home care) and reflect the level of care and services the community can expect from 
us. The Quality Standards are made up of eight individual Standards: 

1. Consumer dignity and choice 

2. Ongoing assessment and planning with consumers 

3. Personal care and clinical care 

4. Services and supports for daily living 

5. Organisation’s service environment 

6. Feedback and complaints 

7. Human resources 

8. Organisational governance. 

 

It is important that you are familiar with the Standards as they underpin everything 
we do at Pennwood.  

Take a more detailed look at the 
Standards on the following pages. 
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Staff 
You will meet a number of different staff at Pennwood Village. It is important to 
remember they are all here to help and support you.  

Qualified nursing staff are present 24 hours a day, 7 days a week to provide quality 
person-centred care for all residents of the facility. We have both registered and 
enrolled nurses as well as qualified personal care workers (Certificate III, at a 
minimum). All our staff are continually learning and developing their skills via our in-
house, comprehensive training program. Additionally, we encourage staff to study to 
gain further qualifications and we have successfully supported many of our staff 
members to become enrolled or registered nurses over the years. 

Pennwood Village is committed to appointing, sustaining and developing staff in 
sufficient numbers and with the attributes, skills, qualifications and knowledge to do 
their jobs effectively. We are committed to ensuring staff can communicate 
effectively, can build positive relationships with residents and have a focus on 
consumer-centred care. 

Our staff uniforms are colour coded to help you to identify their roles: 

● Red shirts = personal care workers  
● Navy shirts = enrolled nurses  
● White shirts = registered nurses  
● Teal shirt = cleaners 
● Purple shirts = lifestyle staff  

If you ever have any concerns about a member of staff, please raise them with 
anyone you feel comfortable with, whether that be your personal care worker, a 
nurse, our resident advocate, our pastoral support worker, Director of Nursing or the 
business manager.  

Choice 
We believe in your right to make choices and decisions about your own life. We will 
help you understand your options and assist you to be as independent as you 
please. We commit to working with you whenever a choice or decision needs to be 
made. We will listen to you and respect your needs, goals and preferences. 
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Dignity of Risk 
You have the right to make your own decisions about your care and services, as well 
as the right to take risks. Pennwood Village will not deny your choices, however we 
may suggest alternatives if there is a risk of harm to others. In the case of risk of 
harm to yourself, we will discuss the potential issues with you and collaborate to find 
a solution that will help you live the way you choose. 

Cultural Safety and Personal Identity 
At Pennwood Village, we place the utmost importance on understanding your 
culture, acknowledging your unique differences, and being actively aware and 
respectful of these differences in planning and delivering care and services. We are a 
culturally and linguistically diverse facility with staff and residents from all over the 
world. We pride ourselves on being inclusive of all our represented cultures, whether 
it be through cuisine, music, activities or outings. 

Every person has their own unique identity. Pennwood staff are expected to always 
be respectful of the unique and diverse cultures of our residents, including 
Aboriginal and Torres Strait Islanders, lesbian, gay, bi-sexual, transgender and 
intersex (LGBTI) people. We always strive to provide care and services that reflect 
your social, cultural, language, religious, spiritual, psychological and medical needs. 

Information 
Pennwood Village will always provide you with timely information in a form and 
language you understand. If there are barriers to communication such as cognitive 
issues, sensory loss or language, for example, we will work with you to find ways to 
ensure effective communication. 

Privacy and Confidentiality  
We will need to collect information from you and/or your representative about your 
needs, health, finances and interests, for example, to allow us to provide the best 
care and services to you as an individual. It is important that you provide us with 
complete and accurate information so we can provide individualised care and 
services that meet your needs. We will only ask for information that is necessary for 
us to plan and manage your care and we will not release your information to anyone 
else without your consent, including family members or health care providers. 
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You can request access to your information, such as your care plan, at any time and 
may request an amendment to your records if you believe they are inaccurate, 
incomplete, irrelevant or misleading. 

All staff sign a confidentiality agreement when they are first employed at Pennwood 
Village which commits them to respecting and maintaining your privacy and 
confidentiality. Our Privacy and Confidentiality policy is included at the end of this 
booklet. 

Safety and Security 
Care personnel are on site 24 hours a day and carry mobile phones that can activate 
alarms and call for assistance in the event of an emergency. The facility is locked 
from 5pm to 6am. There are automatic gates at the front and back entrances as well 
as security cameras to monitor public areas such as corridors, entrances and exits, 
outdoor areas and lounge rooms. 

Your Room 
Your room is your personal space. Staff are expected to knock and wait for 
permission before entering your room. We encourage you to bring some of your 
favourite belongings to the home such as an armchair/recliner, TV, photographs and 
personal mementos to personalise your room and make it feel like home. Please 
consider the size and layout of your room and feel free to discuss what furniture 
items would be appropriate in your room with the Director of Nursing. For example, 
some large recliner chairs could pose a risk to staff. Remember, you need to be able 
to move around the room safely, as do our care and cleaning staff. A list of what is 
provided for you by Pennwood is outlined in your agreement, as part of Care and 
Services under the Aged Care Act. 

Room temperature control is maintained via a split system, thermostatically 
controlled air conditioner.  

All rooms have individual locks and contain lockable drawers for your convenience 
and security. You will be provided with a set of keys that secure both your suite and 
also your in-room security drawer and safety box. These keys will also allow entry 
access to your house and room after hours. For security purposes, please keep your 
room locked. Entry gates have coded access at all times. Upon vacating your suite 
overnight or longer, keys must be returned to management. If keys are lost, cost of 
replacement keys will be met by the resident. 
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Meals  
All meals are prepared fresh daily in the on-site kitchen. All types of dietary 
requirements are catered for, such as gluten free, vitamised, soft and vegetarian, for 
example. Please ensure you inform us of any special dietary requirements at the time 
of admission so we can ensure that you get appropriate food.  

Meals are served by staff in the house dining room, however, if you feel unwell or do 
not wish to sit in the dining room for any other reason, you are always welcome to 
eat in your room. Meal times are as follows: 

Breakfast 8:00am 

Lunch  12:00pm 

Dinner 5:00pm 

Our menus are reviewed by dietitians to ensure you receive the very best in quality 
and nutrition. The menu rotates every week for four weeks. Visitors are welcome to 
join you for a meal anytime (at a small fee to cover the cost of the meal). 

The importance of cultural food 

Food plays an important role in many cultures. We believe that food provides more 
than nourishment; it creates and preserves a sense of identity. Food can be used as a 
bridge to connect people to their homeland, culture and family. Understanding the 
food preferences of our culturally and linguistically diverse residents is essential to 
designing and delivering our food services. 

Our skilled kitchen staff prepare fresh food every day and our lifestyle team can 
often be found working with residents to make snacks and special Eastern European 
treats as well. We serve a mix of multicultural dishes such as, Serbian bean soup, 
cabbage rolls, stuffed capsicum, fish and chips, barbecues and roasts, for example. 
We will happily accommodate special requests where possible. 

Care Services 
Personal care staff will offer assistance and supervision as required with: 

● Bathing, showering, dressing, grooming, transfers & mobility 
● Eating, drinking, special diets (cutting up/vitamising of food if required) 
● Toileting and management of continence  
● Medication management and rehabilitation support 
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● Medical treatments and procedures by qualified personnel 
● Support services for residents suffering varying degrees of confusion and 

cognitive impairment 

We have equipment such as shower chairs and lifters to assist with your 
independence and safety. Where appropriate, we will also talk with your family 
members or representatives to ensure we have as much information as is possible to 
enable us to better understand your needs. This information will help us to develop a 
care plan for you. 

The care plan is about you. Your needs, goals and preferences guide the 
development of the care plan so that staff know what is important to you. If for some 
reason we are unable to meet your needs we will work with you to find suitable 
alternatives. 

Clinical Care 
Pennwood Village is committed to clinical quality and safety and to your health and 
well-being. Clinicians are supported to work within well-designed clinical systems 
and to always consult you and/or your representative to ensure they are delivering 
safe, personalised, high-quality clinical care.  

The Board of Directors commits to a strong safety culture through an effective 
clinical governance system, satisfying itself that this system is well designed, effective 
and efficient and that there is an ongoing focus on quality improvement. 

The Board promotes a restraint-free culture and environment. 

Pharmacy Services 
An accredited pharmacy supplies Pennwood Village’s medications. All medications 
are administered by nursing staff. Under no circumstances are you or your family 
permitted to supply medications due to the complex nature of medication 
management. You are welcome to engage an alternative pharmacist if you wish, 
however, you need to be aware you will be responsible for purchasing, packing, 
delivering and ensuring that stock levels are accurate and scripts are available at all 
times. 
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Specialist Appointments 
Occasions may arise when you need to visit a specialist. Where possible, we ask 
relatives or friends to accompany you to the appointment. If this is not possible, we 
can arrange a staff member to accompany you.  

Dental Service 
Private or public dental services are available to you as needed and staff will be 
happy to assist you to access services off-site. We also have regular on-site dentistry 
clinics visiting Pennwood. 

Ambulance 
We strongly recommend you have and retain SA Ambulance membership. An 
emergency ambulance service costs hundreds of dollars when called if you are not a 
member. 

Hospital Leave 
At some point, it may be necessary for you to be admitted to a hospital for 
treatment that is not available here. There is no restrictions on hospital leave, your 
room will always be kept for you until you return.  

Social Leave 
You can be away from Pennwood Village for up to 52 days of social leave each 
financial year before the government will stop paying their portion of your fees. You 
can negotiate to be away longer than 52 days if needed, but you will be required to 
pay your usual fees, plus the government portion. 

Clothing  
To ensure the safe return of personal laundry, we recommend that all clothing, 
personal linen and/or soft furnishings are clearly labelled. You are welcome to do 
this yourself or we can arrange this for you. 

Labels can be purchased at $60 (+GST) for 100 labels or $35.50 (+GST) for 50 labels. 
You will receive an order form in your admission pack. 

Each House has its own laundry area. You will receive a schedule with a laundry day 
allocated to you. Staff will take care of all the washing, drying and storing of your 
items, however, if you wish to do this yourself, we can certainly accommodate this.  
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We have developed a recommended list of clothing to ensure you have plenty of 
clean clothes to last in between laundry days.  

For women: 

● Comfortable dresses, blouses and skirts 
● House dresses 
● Trousers (if preferred to skirts) 
● Nighties and singlets (minimum 6 of each, for summer and winter) 
● Dressing gowns (1 for summer, 1 for winter) 
● Shoes (non-slip soles, low heels and loose fitting to aid in circulation) 
● Slippers (1 pair for summer, 1 pair for winter) 
● Pantyhose/stockings 
● Underwear and socks (cotton, at least 10 pairs) 
● Sweaters/jumpers (for winter) 

For men: 

● Trousers (well-fitting and machine washable) 
● Track suits (comfortable and functional) 
● Shirts and singlets (minimum of 6, made from cotton, and flannelette for 

winter) 
● Pyjamas (6 pairs for summer and winter) 
● Dressing gowns (1 for summer, 1 for winter) 
● Underpants and socks (at least 10 pairs) 
● Shoes (non-slip soles and loose fitting to aid in circulation) 
● Slippers (1 pair for summer, 1 pair for winter) 
● Sweaters/jumpers (for winter) 

For residents who are incontinent, we recommend a larger number of underwear and 
skirts or trousers. 

Laundry and Linen Services 
Pennwood Village provides all of the necessary linen. However, you are welcome to 
use personal linen of your choice. Personal linen and clothing will be individually 
laundered by the personal care workers in the house laundry. An external contractor 
launders and sanitises all other Pennwood Village linen. 
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Contacts 
Your nominated relative/s, representative/s or advocate/s should notify our office 
when there is a change in their contact details or when they go on holidays. They can 
contact us on (08) 8341 0401 or email communication@pennwood.org.au.  

Banking  
We will support you to maintain your normal banking practices, however, for security 
and convenience, you can arrange to have a trust account with our finance staff. We 
encourage you to remain financially independent for as long as possible and we are 
happy to assist you with direct debits and pocket money accounts.  

Compliments, Complaints and Issues of Concern 
We encourage you to provide compliments when you feel one of our staff (or team 
of staff) have done a great job or maybe said something that made you smile. It’s 
important we personally acknowledge the individuals and teams who excel in their 
work.  

We appreciate all feedback, as it helps us to improve our care and services and to 
ensure that we meet the needs of our residents. We want you to feel comfortable in 
raising your concerns with us. If a concern or complaint is raised, we ensure you are 
consulted and engaged in the process to confirm that appropriate action is taken 
and you are satisfied with the outcome. Pennwood Village is your home and you 
have a right to make complaints without fear of retribution. Pennwood Village also 
regularly seeks input and feedback from families and our staff. We use all of this 
information to continually improve the way we do things. Forms and comments 
boxes are located in each house by the visitor’s station, or by request at the front 
desk. If a compliment, complaint or concern is raised verbally, staff will document it 
and ensure it is reviewed by the appropriate manager.  

If you are not satisfied with the way your complaint has been handled at Pennwood 
Village, you can contact the Aged Care Quality and Safety Commission online or by 
calling 1800 951 822. Anyone can make a complaint and the service is free. You can 
complain anonymously, confidentially or openly. If you have any concerns about 
potential or actual elder abuse, you can call the Aged Rights Advocacy Service on 
8232 5377 or the Elder Abuse Phoneline on 1800 700 600.  

We appreciate the opportunity to address any concerns before you consider taking 
your complaint to an external organisation as we hope we will be able to rectify any 
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problems quickly and to everyone’s satisfaction, however it is important to know that 
these services are available to you should you need them. 

Serious Incident Response Scheme (SIRS) 
The Serious Incident Response Scheme (SIRS) is a Government initiative to help 
reduce the risk of abuse and neglect for people living or staying in a residential aged 
care home. The scheme requires aged care providers to identify, record, manage, 
resolve and report all serious incidents that occur, or are alleged or suspected to 
have occurred, in a residential aged care service. Underpinning the SIRS is a 
requirement for residential aged care providers to have in place an effective incident 
management system to manage all incidents, respond to incidents, and take steps to 
make sure they do not happen again. The incident management system covers a 
broader range of non-reportable incidents and include incidents that involve staff or 
visitors 

A reportable incident includes any of the following: 
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Electrical Equipment  
All electrical appliances brought into Pennwood Village	must be tested and tagged 
for safety reasons. The testing and tagging can be done by an external 
contractor/electrician before you move in or by our maintenance staff (fees apply). 

Should you wish to have your own bar fridge for drinks, you are welcome to bring 
one with you. If you wish to have your own personal kettle, you will need to have 
approval from the clinical manager for safety reasons.  

Resident and Relatives Meetings  
We invite you and your family to attend our regular resident and relative meetings. 
These are a great way to get to know others in your new home and also to have your 
voice heard and take an active role in the operation of Pennwood Village. At the 
meetings, we give you general updates on what is happening around the Village and 
also ask for your feedback on menus, activities and services, for example. 

Leisure and Lifestyle 
Pennwood Village has a comprehensive leisure and lifestyle program. The lifestyle 
team along with volunteers organise various group and individual activities. 

The activity room is the heart of Pennwood Village and activities, such as morning 
teas, bingo, arts and crafts and celebrations are regularly hosted there. We celebrate 
all major holidays, including both Catholic and Orthodox dates. Slava Day (a Serbian 
holiday), is one of our most important celebrations, as well as Christmas and Easter. 
Birthdays are celebrated with a special morning tea at the end of each month. 

There is an activity calendar available in the community dining room in each house. 
The lifestyle team will consult with you to determine what group and/or individual 
activities you might enjoy. 

Mail and Phone Calls  
All correspondence or messages will be given directly to you unless you have 
previously arranged for it to be kept aside for a family member or friend to manage. 
Staff will happily read mail out loud for you if you are unable to do it yourself.  

Newspapers  
A daily newspaper delivery service can be arranged for you should you wish to have 
your own paper every day. The administration staff can activate this service for you 
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and you will receive a monthly account for the cost. Pennwood Village provides The 
Advertiser for sharing, as well as the free weekly Messenger and the monthly Senior. 

Noise 
In consideration of all residents at Pennwood Village, please keep noise to a 
minimum when entertaining in your room, listening to the TV or radio or when 
engaging in any other noisy activity. The use of earphones is recommended for 
people that have hearing difficulties. The activity room has a hearing loop which can 
be tuned into your hearing aid during activities, such as bingo, meetings, music and 
other entertainment. 

Pets 
It is Pennwood Village’s policy that residents do not bring their pets to live in the 
facility. However, visiting pets are welcome as long as they are clean and suitably 
controlled. 

Pennwood Village has its own pets, including birds, chickens and fish, and we 
encourage residents to interact with them and take part in caring for them.  

Alcohol 
Pennwood Village supports the safe consumption of alcohol. We recognise that you 
may want to enjoy a glass of your favourite alcoholic beverage at times and you are 
most welcome to do that. If alcohol may interfere with your medications, we will 
discuss this with you and your doctor and ensure you understand the potential risks, 
although the choice is ultimately yours to make. 

Smoking 
Pennwood Village is a non-smoking building. Health and safety legislation precludes 
smoking inside buildings. Although we encourage residents not to smoke, there is a 
designated smoking area at the rear of the facility if you choose to smoke. Safety 
precautions will need to be put in place and we will discuss these with you if 
necessary. 

Each suite has smoke detectors installed and when activated, will result in the fire 
service attending at a cost of several hundred dollars. The resident/visitor concerned 
may be required to meet this cost. 
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Hairdresser 
Pennwood Village has a fully equipped hairdressing salon with a qualified hairdresser 
visiting our facility regularly. You will be informed when the hairdresser is attending 
and you are welcome to book an appointment. The hairdresser’s rates are very 
reasonable and are the responsibility of the resident. 

Church Services 
We have a lovely chapel on the premises that is available to you at all times for quiet 
prayer and reflection. We have regular visits from several church ministers from 
different denominations. We will work with you to meet any of your spiritual needs.  

Telephone and Internet  
Each suite has a private telephone point. Telephone connections may be privately 
arranged with Telstra. Accounts are the responsibility of respective residents. 

We also have a number of telephones that can be rented through Pennwood. They 
operate and look just like a landline phone, but work from a mobile network 
connection. The lifestyle team can provide you with more information if you are 
interested. 

Pennwood is equipped with Wi-Fi internet. You can talk to an administration staff 
member to arrange to access this for a small fee. 

Television 
Aerial points are available in all rooms. You are welcome to bring in your private 
television set. Lounge TVs are networked so staff members can put a video on at 
weekends or after hours at a time suitable to residents. Satellite TV is also available 
in the language of your choice.  

Valuables and Personal Items 
All personal items should be discreetly marked with your name. This includes all 
clothing, spectacles, dentures, hearing aids, furniture, electrical items, photographs 
and books.  

While we take every precaution to provide a safe environment, we strongly 
recommend that you carefully secure your valuables, or better still, ask your family to 
store precious items for you. Please ask your family to keep a record of any valuable 
items you have brought into the facility. It is essential that families advise staff and 
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‘sign out’ any valuable items they have removed from your possession. This helps to 
keep track of your belongings and to avoid misunderstandings about lost items, 
especially if you have different family members visiting. We will take the utmost care 
with your possessions, however, Pennwood Village cannot be held responsible for 
lost, damaged or stolen items. 

Visitors 
Our official visiting hours are Monday to Friday, 9am – 5pm and 1pm – 4pm. You are, 
however, welcome to have visitors at any time. It is best to arrange a time with staff 
when outside of our visiting hours so they are aware to assist your visitors with the 
sign-in process.  

Family and friends are required to sign the visitor’s book upon entering and leaving 
the building as well as abide by all other requirements, such as temperature 
screening, vaccinations, wearing masks and Rapid Antigen Tests (RATs) as required.  

Current legislation dictates that all people coming to Pennwood Village must show 
evidence of a current influenza vaccine and three Covid vaccine doses. If your visitors 
do not have the required vaccinations, you are able to visit with them off-site. There 
is a park at the end of Windsor Avenue, local cafés and shops or you can go to their 
home for a visit. Children under 12 years are not required to have Covid vaccinations 
or wear masks and children under 6 months old are not required to have the 
Influenza vaccination. There are some other limited exemptions which we can discuss 
on a case-by-case basis. Due to Covid-19, the conditions of entry are subject to 
change so it may be helpful to check with our staff before a visit. 

The kitchens in each house are equipped with tea and coffee for families and visitors, 
we have vending machines for snacks and drinks, freshly brewed coffee and we 
encourage visitors to share a meal with you (for a small fee).  

Pennwood Village entry gates are locked after 5:00pm for security reasons. A call 
button is available at the entrance to contact staff to allow entry. Visitors must check 
with staff before letting anyone in or out of the Village. 

In the Event of an Emergency 
Pennwood Village has a direct fire alarm link with the SA Fire Service. These alarms 
are tested monthly, and the bells may sound during testing. You will be informed 
that this is only a test, and not a real emergency.  
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In the event of an actual emergency, it is important you remain calm. Staff members 
are trained in emergency procedures, and they will direct you. 
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Privacy and Confidentiality Policy  
Background  
In order to treat a consumer with dignity and respect, we must respect their privacy. We 
ensure the behaviour and interactions of the workforce and others do not compromise 
consumer privacy. We respect each consumer’s right to privacy in how we collect, use and 
communicate the consumer’s personal information. 
Health information is one of the most sensitive types of personal information. It is essential 
that we respect a consumer’s right to privacy in how we collect, use and communicate 
health information. 
We manage all personal information according to law and best practice. 
 

Applicability 

● all categories of employees 
● Board of Directors 
● all volunteers 
● students on placement 
● contractors and consultants, whether or not they are employees 
● all other service providers 

Consumer outcome 

I am treated with dignity and respect, and can maintain my identity. I can make informed 
choices about my care and services, and live the life I choose. 

Organisation statement  

Pennwood Aged Care Services: 
● has a culture of inclusion and respect for consumers 
● supports consumers to exercise choice and independence 
● respects consumers’ privacy. 

We commit to privacy and confidentiality of the consumer’s personal information (including 
health information). Privacy for consumers may relate to physical environment, possessions, 
physical needs, personal relationships and personal information. 
To achieve this: 

● We obtain consent to collect and hold consumer information 
● The consumer or their representative are informed about the records we keep and 

are provided access to their personal information if they wish 
● any manual or electronic consumer information is securely stored. Access is restricted 

according to roles so that only those staff required to access information as part of 
their usual duties are able to do so 

● all staff sign a confidentiality agreement when first employed which commits them to 
respecting the privacy and confidentiality of each consumer when we: 
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o provide care to them 
o discuss a consumer's care and service requirements 
o store a consumer's personal information whether this relates to medical needs 

or general information 

Outcome  

The process below demonstrates we respect the consumer's privacy and keep their personal 
information confidential. 

1 Respect privacy and confidentiality 

● Ask permission from consumers before entering their home, room or bathroom, for 
example 

● Respect the consumer's personal property. For example, do not touch their items, use 
their equipment or open a consumer's mail unless invited to do so 

● Provide privacy to each consumer for personal care activities e.g. bathing, toileting, 
dressing and personal/intimate relationships and other personal activities e.g. when 
speaking with visitors and during phone conversations 

● Treat all information relating to consumers confidentially and when required to share 
it, do so in a way that maintains their privacy and confidentiality e.g. conduct 
handovers between shifts in areas where information cannot be overheard by those 
who should not have access to it. This also applies to information given to health 
care professionals or representatives involved in the consumer’s care or services. Any 
health care professionals who require access to the consumer’s electronic records or 
personal information must provide a request in writing and be approved by the 
consumer or their representative. 

2 Collection and use of client information 

● The consumer’s agreement includes obtaining consent to collect and share 
information with relevant professionals for the purposes of their care 

● The consumer handbook outlines the types of personal information collected, how it 
is collected and used, how it may be disclosed and the importance of complete and 
accurate information 

● We collect personal information from the consumer and/or representative/s. If 
information is required from another source e.g. GP, specialists, we obtain consent 
from the consumer and/or representative/s before making contact 

● Staff must not seek more information about the consumer than is necessary to 
provide care and services 

● Staff will not release consumer information to any third party without consumer 
consent. Any consumer information is released and/or accessible only to those with a 
legitimate interest or need as part of their care or service role. 

● Sometimes other personal information must be collected about the consumer’s 
families and social relationships, personal interests, skills, behaviour patterns and 
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financial affairs, to provide services. We will explain clearly the purpose of this 
collection to the consumer or representative. 

● Staff will not proceed with client assessment, care coordination or planning processes 
without consumer consent. If the consumer cannot provide consent, staff seek 
consent from their representative. 

● Documentation on all consumer file notes is written objectively, observing: 
o respect for the consumer’s feelings and dignity 
o the consumer’s right to request and have access to their own records 
o freedom of information and court requirements that may subpoena consumer 

files. 

3 Advise consumer of rights to access records 

● We will inform consumers of their right to access their information in the agreement 
and the consumer handbook. We will remind them periodically through resident 
meetings, emails, newsletters etc 

● Consumers must request access to their information in writing. We must respond 
within 14 days of receipt 

● Consumer may request an amendment to their records if they believe they are 
inaccurate, incomplete, irrelevant or misleading. If the clinical manager does not 
agree to amend the information, they must discuss it with the consumer, provide 
written notice with their reason/s and provide information about how the consumer 
can submit a complaint 

4 Seek consent to use consumer images and audio/visual recordings 

● The Consent to Use Information and Images form will be offered to the consumer or 
representative to sign at the commencement of their services. This consent allows 
Pennwood Aged Care Services to use an image or audio/visual recording of 
consumers for general purposes such as, social media posts or newsletters, for 
example 

● If we intend to use consumer images in something more substantial, such as 
marketing materials or promotional activities, we obtain written, informed consent 
from the consumer or representative for that situation only. The image cannot be 
used in future marketing or media without obtaining consent again. 

● We will keep an up to date register of consents and will check the register before 
using/posting any images or videos. 

● A consumer can withdraw consent at any time 

5 Advise consumers of right to complain of privacy breach 

● We will inform consumers about their right to complain about a privacy breach and 
the process for making a complaint 

● Alternatively, the consumer may complain to the Office of the Australian Privacy 
Commissioner within 6 months of the breach. 

6 Disclosure of personal information to overseas recipients 
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● If ever needing to disclose consumer information to people overseas who are not 
bound by Australian Privacy Principles, we will inform the consumer or representative 
that privacy / confidentiality cannot be assured, and they must provide specific 
consent for that disclosure. 

7 Exclusions 

● If a significant threat to consumer or staff safety affects a consumer’s right to privacy 
and confidentiality, safety of staff and consumers is the first priority 

● We will provide access to consumer records without obtaining consent if: 
o there is a serious threat to the life, health or safety of any individual or to the 

public 
o it unreasonably infringes on the privacy of other individuals 
o the information relates to legal proceedings or is in some way illegal or 

unlawful. 
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Notice of Collection 
The following information is from the Aged Care Quality and Safety Commission. All aged 
care providers are required to provide a copy of this notice to residents/clients: 

Why are you receiving this Notice of Collection? 

In the course of our work we collect and use personal information, including sensitive 
information that is directly related to, or reasonably necessary for, one or more of our 
functions or activities under the Aged Care Quality and Safety Commission Act 2018 (the 
Quality and Safety Commission Act) and the Aged Care Act 1997 (the Aged Care Act). 
We are authorised to collect, use, and disclose certain personal information in accordance 
with the Quality and Safety Commission Act, the Aged Care Act, and the Privacy Act 1988. 
You have received this notice as we are collecting, or have collected, your personal 
information for one or more of these purposes. 
What are our functions and activities? 

Our functions and activities include, among other things: 

● protecting and enhancing the safety, health, well-being and quality of life of aged 
care consumers; promoting the provision of quality care and services; 

● developing and promoting best practice models for engagement between aged care 
service providers and their aged care consumers; 

● dealing with complaints about aged care service providers and service providers of a 
Commonwealth funded aged care service; and 

● regulating and monitoring the provision of aged care services. 
 
How do we collect personal information? 

We will collect personal information through a range of different channels including when 
we communicate with you or your representative by letter, email and through our website. 
We also collect personal information when you or your representative meet with us face-to-
face or deal with us by telephone. We may also collect your personal information from third 
parties such as other government agencies or a relevant aged care service provider and its 
staff. 
When could your personal information be disclosed? 

We may disclose your personal information to third parties for the purposes of carrying out 
one or more of our statutory functions or activities. For example your personal information 
may also be included in a referral to another organisation that monitors health and aged 
care quality and professional standards, such as the Australian Health Practitioner 
Regulation Agency, the Department of Health, state coroners and health complaints entities. 
We will only use or disclose your personal information for other purposes in accordance 
with Part 7 of the Quality and Safety Commission Act, Part 6.2 of the Aged Care Act, or 
where otherwise required or authorised by law. 
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We will ensure that any request you make for confidentiality is complied with unless doing 
so will, or is likely to, place the safety, health or well-being of any person at risk. All 
reasonable steps will be taken to notify relevant individuals before deciding to not comply 
with a request for confidentiality. We do not usually disclose personal information to 
overseas recipients, but will take reasonable steps to notify you if we intend to do so. 
More information 

For more information about our privacy practices, including how to access or correct your 
personal information or make a privacy complaint, see the privacy policy available on our 
website or contact us by phone on 1800 951 822. 

  



Page 30 
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Serbian Community Welfare Association of SA Inc. 

Pennwood Village 

19 Windsor Ave, Pennington 

Ph: (08) 8341 0401 

Fax: (08) 8341 0775 

RN Mobile: 0484 500 500 (24 hours) 

Web: https://pennagedcare.org.au/ 

Email: communication@pennwood.org.au 

 

 


