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Introduction

This guide is for people who live in or are thinking about living in a supported residential service (SRS). 

It provides basic information about:

· the legal rights and protections SRS residents have under the Supported Residential Services (Private Proprietors) Act 2010 and the Supported Residential Services (Private Proprietors) Regulations 2012

· the responsibilities of residents living in an SRS

· the types of services residents can expect to be provided by an SRS

· the fees and charges residents may have to pay

· how to raise a concern or a complaint about an SRS.

This booklet is not intended to cover everything about SRS, and different SRS may offer different services or charge different fees. 

By law, SRS proprietors have to give prospective residents detailed information about their SRS and the services it provides. 

About supported residential services

SRS are privately operated businesses that provide accommodation in a shared living environment and personal support for people of different ages and support needs. 

At 1 July 2012, there are around 164 registered SRS across Victoria, ranging in size from fewer than 10 beds to over 80 beds. Most have between 30 and 40 beds. 

All SRS must be registered under the Supported Residential Services (Private Proprietors) Act 2010. 

The Department of Health and Human Services (the department) registers all SRS and monitors them to make sure they follow the Act and regulations. 

The ‘proprietor’ is the person or company that owns the SRS business. The proprietor is registered by the department to operate the SRS business and they are responsible for meeting all legal requirements.

The Act and regulations set out the principles and minimum standards for accommodation and personal support that all SRS must meet.

The standards for accommodation and personal support for SRS are listed at the back of this booklet.

Departmental staff (called authorised officers) visit SRS regularly to make sure they are operating according to the Act and regulations. Authorised officers are generally based in the department’s regional offices (see page 29 for contact details). 

Volunteers (known as community visitors) also visit SRS regularly to check on the services and support provided to residents, and to talk to residents about any concerns they may have. 

SRS residents

People who live in SRS are usually mobile but need support or supervision with daily tasks and personal care, such as showering, preparing meals or managing their medication.

Some SRS have residents who are mostly older, and some have younger people with a range of conditions. A number of SRS accommodate a mix of age groups. The needs of residents also vary.  

Some residents require support because they have mental health issues, an intellectual or other disability, while others may have age-related conditions such as dementia or age-related frailty. 

Types of services

The level and types of personal support services and accommodation offered by each SRS will vary. 

Some SRS have a wide range of facilities and services onsite, while others are limited in what they offer. 

Accommodation may be provided in single private rooms or rooms may be shared.

All SRS provide some level of personal support to each resident. This may include:

· help with personal hygiene/showering, toileting or dressing

· meals, and help with eating and maintaining adequate nutrition 

· help or supervision taking medication

· help to achieve and maintain mobility

· support to see doctors and other health providers, family and friends, and to go to community activities and events

· support to maintain emotional wellbeing.

Most SRS also provide a range of onsite activities including things like exercise, arts and crafts, games and gardening. 

You may not need or want all these services. The services you receive will be outlined in your residential and services agreement (see page 14) and your resident support plan (see page 16).

Help to manage your money

If you wish, some SRS may also be able to help you manage your money while you live there. 

You must first give written consent, and the money managed on your behalf by the SRS cannot be more than the equivalent of one month’s fees.  

If you have money and property beyond this limit and you would like this kind of help, you can make an application to the Victorian Civil and Administrative Tribunal (VCAT) Guardianship List for an administrator to be appointed (see page 31 for contact details). The administrator can be a friend or a relative, an administrative or financial management firm, or State Trustees.

Management and staffing

SRS must have a personal support coordinator who oversees the personal support provided to residents. The personal support coodinator must have appropriate training and qualifications to work at the SRS. 

Some SRS will have a manager as well as a personal support coordinator.

There must be at least one staff member for every 30 residents 
and additional staff to provide adequate levels of care for residents. At least one staff person on duty must have first-aid training.

All SRS must also have a staff member onsite overnight. This is generally a ‘sleepover’, meaning that the staff member sleeps on the premises but can be woken if there are any first-aid or emergency issues.

While all SRS are required to meet the minimum standards, staffing levels can vary significantly between SRS. 

Before you move in

If you are thinking about moving into an SRS, you need to make sure that it will suit your needs and your budget. It’s best to arrange a visit before moving in. This will give you an idea of the accommodation and the other residents, as well as an opportunity to ask about the services provided.

All SRS are required to have written information about their SRS available for people who are thinking about moving in. This will include general information about:

· where the SRS is located and how many beds it has

· types of personal support services provided and any optional extras

· fees and charges, and how they are to be paid

· any routines and house rules (for example, meal times, whether smoking, alcohol or pets are allowed)

· health and community services in the local area

· who to talk to if you have a concern or complaint about the SRS.

The department’s SRS website lists all registered SRS with their addresses. This page will also let you know if there are current compliance concerns about an SRS (see page 30 for the website address). 

Assessment

You don’t need an Aged Care Assessment Service or other such assessment before you can move into an SRS.  

Each SRS has its own referral process, which usually means finding out about your health and social needs to see if the SRS is right for you and whether they can provide the services you need.

Costs

Your residential and services agreement (see page 14) must include all fees and charges you have to pay, as well as how you will be told about any changes to fees and charges. 

It will also include information about how up-front payments will be managed. 

The cost of living in an SRS can vary greatly, depending on the standard of the accommodation, whether you are in a single or shared room, and what services you need. There are limits on the fees and charges that can be charged. 

The only fees and charges that an SRS can ask you to pay are:

· fees for accommodation and personal support services provided – these fees are not set by the government and they can range from most or all of your pension plus rent assistance per week in some SRS, to $1,000 or more per week in other SRS

· security deposits – these cover any damage you or your visitors might cause, or any unpaid fees. The most that can be charged as a security deposit is one month’s fees. If a security deposit is required, the proprietor must provide you with a condition report 

· fees in advance – these are fee payments made before they are due. The most the proprietor can accept is the equivalent of one month’s fees, unless you ask to pay more
· reservation fees – a reservation fee, which can’t be more than two weeks’ fees, might be charged if you want a proprietor to keep a place for you in the SRS until you move in. If it is charged, and you do move in, it must be deducted from the fees you would otherwise have to pay (so you don’t pay twice). If you don’t move in, you may lose the money. Check the SRS refund policy before you pay

· an establishment fee – this covers the cost of assessing your needs and setting up your support plan. This fee can’t be more than two weeks’ fees

items or services purchased at the SRS – some SRS charge a single fee that covers all your needs. Others will have a basic fee and you can buy optional extras like hairdressing. Your residential and services agreement must tell you what is covered by the basic fee and what is not.

The SRS must also ensure that all expenses and fees charged to you are individually itemised in a receipt and explained to you (or to the person you nominate to receive information about your accommodation and personal support – see page 13).

Fees held in trust

Any money you pay as a security deposit, reservation fee, establishment fee or fees in advance must be placed by the proprietor into a trust account held on behalf of residents of the SRS. 

The proprietor must not withdraw from the trust account unless it is to return the amount to you or the person who made the payment on your behalf, or if the proprietor is entitled to keep all or part of the amount (for example, those components of the establishment fee used to get your room ready).

Refund of fees

Some fees and charges may be refundable to you. For example, if you leave the SRS, all or part of your security deposit may be refundable. The amount you receive will depend on whether you or your visitors caused any damage to the SRS or you are behind in paying your fees. 

If you paid a reservation fee but did not move into the SRS, this may also be refundable. 

You should check the SRS’ refund policy in the information provided to you before you moved and in your residential and services agreement.

If the proprietor does not refund all fees that you think are owing to you, then you or a person acting on your behalf can apply to VCAT for an order directing the proprietor to refund the fees.

After you move in

Person nominated

When you first move into an SRS you will be asked whether you want to nominate someone, for example a family member, friend, or carer, to receive information about the accommodation and personal support you receive from the SRS.

The person you nominate can help you make decisions and talk with the proprietor, manager or personal support coordinator, but they cannot make decisions for you. They will be notified in some circumstances, for example if you are injured, become very unwell or are asked to vacate the SRS. They may also have access to your support plan and financial records.

You do not have to nominate a person to receive information if you do not want to.

The role of the person nominated is independent of and additional to the role of a guardian or administrator.

In most cases, the proprietor, SRS staff, and close associates of the proprietor cannot be a resident’s nominated person, guardian, or administrator.

Residential and services agreement 

Your residential and services agreement is a written agreement between you and the proprietor about the items and services that will be provided to you for your fees. The proprietor or manager must prepare a residential and services agreement, in consultation with you and the person nominated by you (if you have one), and provide it to you within 48 hours of moving into the SRS. It must be signed by you and the proprietor.

Your residential and services agreement must include the following information:

· start date and duration of the residential and services agreement and how it can be changed or ended

· details of the accommodation to be provided (for example, your room number)

· the items and services to be provided to you by the SRS

· the fees and charges you must pay, how these are to be paid and how often

· the extra costs of any optional services the SRS may provide or organise for you

· how you will be told about changes to fees or services

· the maximum amount of your money that can be managed by the SRS, if this service is being provided for you

· the terms or conditions for a refund of your security deposit, fees in advance, reservation fee or establishment fee, and your right to apply to VCAT if the proprietor does not refund these in accordance with these terms and conditions

· house rules and routines at the SRS – for example, when meals will be served and when housekeeping will be done, whether smoking and pets are allowed

· how you can make a complaint about the SRS, including to the department or to a community visitor (see page 22)

· when you can be asked to vacate, how much notice needs to be given to you, and your right to apply to VCAT if you disagree with the notice

· health and community services in the local area.

The SRS proprietor will also ask you if you have any valuables and create a list of these, which can be updated over the course of your stay. This helps minimise the risk of disputes about ownership later on.   

Resident support plan

When you move into the SRS, the manager or personal support coordinator will also draw up your support plan. 

Your support plan identifies your health, personal support, and social and emotional support needs and the services that will be provided to help meet those needs. 

It has more detail about your support needs than the residential and services agreement, and it will include any health conditions and dietary needs you have, medications you are taking, regular health appointments you attend, assistance you need with daily tasks, as well as social activities you wish to be involved in. 

Your support plan will be developed together with you and the person you nominated (if you have one). Your doctor, case manager or other health service providers should also be consulted.

There are two types of support plans:

· interim support plan – this must be prepared within 48 hours of moving into the SRS. This is to provide for immediate personal support until a more thorough plan can be completed

· ongoing support plan – this plan is more detailed than the interim support plan and must be prepared within 28 days of moving into the SRS. The ongoing support plan will be updated at least every six months or sooner if your health or support needs change. 

You can ask to see your support plan at any time.

Resident records

SRS are required to keep accurate and up-to-date information 
about residents. This includes your name, date of birth, sex, nationality and languages spoken, religion, pension number and type, date you moved in, your room number, and contact details for your next of kin, GP, guardian (if you have one), administrator (if you have one) and person you have nominated to receive information about your accommodation and support (if you have one).

All information about you held by the SRS, including information in your support plan, must be treated confidentially. 

People who can read some or all of your records include: 

· staff members who provide support to you

· the person you nominated to receive information 

· the authorised officers monitoring your SRS 

· community visitors. 

Community visitors can’t look at your medical records without your permission.

The SRS should not allow your records to be read by anyone else or speak to anyone else about you without your permission, except in an emergency.

Your rights and responsibilities 

You have the same rights and responsibilities as other members of the community and you should be able to exercise those rights and responsibilities. 

This means you have a right to expect:

Privacy

· having your personal information treated confidentially

· being able to dress, shower and go to the toilet in private, even when you are being assisted

· having access to a phone that can be used privately and receiving your mail unopened
· if you are sharing a room, provision is made to ensure your privacy

· being provided with suitable storage for your property.

Freedom of expression

· being able to choose what to wear

· being able to practice your religion of choice.

Fair and equal treatment and independence

· being able to choose to participate in activities that have a degree of risk associated with them, unless it infringes on the rights of other residents

· being able to choose what you do and when you come and go. You should tell staff when you will be back and observe the house rules that you agreed to when you moved in

· being able to choose your own healthcare providers and being helped by the SRS with making appointments and transport arrangements to attend your healthcare provider

· being in control of your personal affairs (unless you have a guardian or administrator to help you)

· being involved in discussions with the SRS about the support 
you need

· having your health, dietary needs and preferences taken into account in the selection of food provided at the SRS.

Dignity and respect

· feeling safe and being treated with respect when living in your SRS

· having your own clothing and toiletries such as soap, comb, toothbrush and razor; these can’t be shared

· no-one borrowing your personal belongings without asking your permission.

Freedom from abuse, neglect or exploitation

· the SRS must not employ you to work in the service or ask you 
to do any unpaid work; it’s okay if you choose to help with chores

· having staff listen and speak to you in a courteous, respectful and supportive way

· not being subject to abusive language

· not being bullied, intimidated, or physically, sexually or verbally abused by other residents or staff.

Your responsibilities

Staff have responsibilities and so do residents. In order to live with others it is important that you:

· respect other people’s rights and privacy

· don’t take other people’s things

· don’t hurt or threaten other people

· if you manage your own medication, store it safely to avoid risk 
to others; the proprietor must make sure you have a suitable place 
to store your medication, such as a locked bedside drawer  

· don’t cause damage to the SRS

· keep your space clean and tidy

· respect shared areas

· be prepared to discuss issues of concern with staff and 
other residents

· let staff know if you are going out and what time you will be back

· let someone know if you are in trouble or if you are not feeling well.

Health and community services

As a resident of an SRS you may need to access a range of community services, such as doctor, dentist, podiatrist, social worker, mental health or disability service, and social and 
recreational activities.

The personal support coordinator or manager at your SRS should know how to access these services and either arrange the service, help you to do so, or organise for someone to help you.

You have the right to choose your own doctor and other service providers, as you would if you were living independently in the community.

The only exception is where you are receiving that service from 
the SRS. So, for example, you will not generally be eligible for local government (HACC-funded) home care, meals and personal care services, as these are generally part of the service provided by 
the SRS.

Concerns or complaints

When you move in to an SRS, you should be told how to make a complaint. 

In some instances, you may like to ask the person you nominated (if you have one), a family member or friend, your guardian (if you have one) or a support worker, to support you.

There are a number of options for making a complaint. 

Discuss your concern or complaint with the SRS complaints officer

· All SRS are required to have a complaints system in place for receiving and responding to complaints by residents or complaints made on behalf of residents. Your residential and services agreement will include details of how to make a complaint at the SRS including the name of the SRS complaints officer.

· Where possible, complaints or concerns should first be raised 
with the SRS complaints officer.

Contact a Department of Health and Human Services authorised officer

· Authorised officers from the department will visit your SRS regularly and are responsible for making sure the SRS follows 
the Act and regulations. 

· If you have a concern or complaint about the services you are receiving, or the way in which the SRS where you live is being operated, you can contact an authorised officer at the department’s regional office (see page 29 for list of contact numbers). 

· The authorised officer will listen to your complaint and then investigate and provide feedback to you about the outcome of their investigations.

· The authorised officer is able to discuss with you what is reasonable and not reasonable to expect of an SRS according 
to the Act and regulations.

Contact a community visitor

· The Community Visitors Program is part of the Office of the Public Advocate, which is an independent body.

· Community visitors are trained volunteers who visit SRS regularly to see if services are being provided to residents in accordance with the principles and accommodation and personal support standards of the SRS Act and regulations. 

· They can talk to you and staff to find out about any problems and work with staff and management to resolve them. Any serious issues will be referred to the department for investigation.

· If you have a concern or complaint about the SRS where you live, you may contact the Community Visitors Program directly or ask the manager or proprietor of your SRS to contact them for you. SRS must contact the Community Visitors Program if you ask them to. See page 31 for contact details for the Community Visitors Program.

Contact the Health Services Commissioner

You may contact the Health Services Commissioner if you have a complaint about a health service provider, for example a hospital, nurse or doctor (see page 31 for contact details).

Moving on

You may wish to leave the SRS for a variety of reasons.

Sometimes your support or health needs may change, and the SRS is no longer able to provide the right services. 

In other cases, the proprietor may ask you to leave by giving you a notice to vacate.

If you choose to leave

If you choose to leave, you should let the manager of the SRS know when you intend to leave.

Your residential and services agreement may tell you the period of notice you must give to the SRS if you wish to leave. The proprietor can’t make you give more than 28 days notice of your intention to leave.

If your residential and services agreement does not include a time period for giving notice to vacate, you have to give the proprietor at least two days’ notice.

If the SRS is managing your financial affairs you will need to ensure that all amounts you are owed are returned to you.

If your Centrelink payment is being debited directly to the SRS, you should advise Centrelink as soon as possible about your intention to move (see page 31 for contact details).

You will also need to move your personal property out of the SRS.

If you have any concerns about this process, you can talk to a family member, friend, or the person you have nominated (if you have one), or your case manager or other support worker. 

Note: if your residential and services agreement has a fixed end date, for example you are receiving respite care for a fixed time, then neither you nor the proprietor need give each other notice as your agreement ends on the date specified.

Notice to vacate

In some circumstances, the proprietor may ask you to leave the SRS by giving you a notice to vacate. The amount of notice you get will depend on the reason given (see table on page 27). 

You can’t be asked to leave an SRS without a valid reason. A valid reason might be that you are more than two weeks behind in paying your fees or you have caused damage to the SRS.

If you are given a notice to vacate and you believe that the proper amount of notice has not been given, or that there wasn’t a valid reason for the notice, you can challenge the notice at VCAT, within certain time limits (see table on page 27). 

The proprietor can also apply to VCAT for an order requiring you to leave if you haven’t left by the time the notice expires.

	Reason for notice
	Amount of notice
	Time to apply to VCAT (starting 
on the date of the notice)

	You endanger the safety of another resident or a staff member
	Immediate
	5 days

	You or your visitors are responsible for serious damage to the SRS
	Immediate
	5 days

	You seriously interrupt the rights of other residents to quiet and peaceful enjoyment of the SRS
	Immediate
	5 days

	You use or allow someone else to use the SRS for an illegal purpose
	Minimum of 
2 days
	28 days

	Your fees are 14 days or more late
	Minimum of 
14 days
	28 days

	You need more healthcare or personal support than the SRS 
can provide

Note: the proprietor must let the Department of Health and Human Services know before giving you notice in these circumstances so that your needs can be assessed
	Minimum of 
14 days
	28 days

	The proprietor is closing the SRS
	Minimum of 
28 days
	28 days

	The proprietor is going to do building works or demolish the SRS and you can’t be accommodated elsewhere on the premises
	Minimum 
60 days
	28 days


Victorian Civil and Administrative Tribunal

You can ask the Victorian Civil and Administrative Tribunal to make decisions on whether you are entitled to a refund of money paid to the SRS proprietor, and whether you have to leave if you have been given a notice to vacate. 

To do this, you have to make an application to VCAT. The proprietor can apply to VCAT too, if you haven’t left after being given a notice to leave. Whoever makes the application must make sure the other party gets a copy of it. 

Application forms are available at VCAT or can be accessed at www.vcat.vic.gov.au. The address for VCAT is listed on page 31.

Useful contacts

These contacts were current at July 2012. If incorrect, check the telephone directory or search on the internet. Your SRS proprietor or manager may also have contact details for these services.

Department of Health and Human Services

The following contacts are for the department’s authorised officers.

Barwon-South Western Region 
Cnr Fenwick and 
Little Malop Streets
Geelong 3220
(03) 5226 4540
Eastern Metropolitan Region
820 Whitehorse Road
Box Hill 3128
(03) 9843 6000 or 1300 360 452
Gippsland Region
64 Church Street
Traralgon 3844
(03) 5177 2500
Grampians Region
35 Armstrong Street South
Ballarat 3350
(03) 5333 6082
Hume Region
43–47 Rowan Street
Wangaratta 3677
(03) 5722 0555
Loddon Mallee Region
74–78 Queen Street
Bendigo 3550
(03) 5434 5555
North and West Metropolitan Region
145 Smith Street
Fitzroy 3065
(03) 9412 5333
Southern Metropolitan Region
165–169 Thomas Street
Dandenong 3175
(03) 8765 5444 
The Department of Health and Human Services central SRS and Accommodation Support Unit can provide general information relating to SRS. 

You can call them on (03) 9096 0000.

More information about SRS is available on the department’s SRS website at www.health.vic.gov.au/srs
Other useful contacts

Centrelink
For an appointment: 13 10 21
Disability, sickness or carers payments: 13 2717
Aged pension and other payments for older adults: 13 2300
www.centrelink.gov.au
Community Visitors Program (Office of the Public Advocate)
Level 1, 204 Lygon Street
Carlton 3053
(03) 1300 309 337
www.publicadvocate.vic.gov.au/services
Health Services Commissioner
570 Bourke Street, Melbourne 3000
(03) 8601 5200 or 1800 136 056 (country areas only)
www.health.vic.gov.au/hsc
State Trustees
168 Exhibition Street, Melbourne 3000
(03) 9667 6466 or 1300 138 672 (outside metro areas)
www.statetrustees.com.au
Victorian Civil and Administrative Appeals Tribunal (VCAT)
55 King Street, Melbourne 3000
Guardians-Administrators – 
(03) 9628 9911 or 1800 133 055 (country callers only)
Civil Disputes – (03) 9628 9830 or 1800 133 055 (country callers only) www.vcat.vic.gov.au
Statement of accommodation and personal support standards for supported residential services

These standards and outcomes are set out in the Supported Residential Services (Private Providers) Act 2010 and related regulations, which all SRS must comply with.

	Lifestyle standards

	Standard 1:
Privacy, dignity 
and confidentiality
	Outcome: Residents’ rights to privacy, dignity and confidentiality are respected by the proprietor and all staff at the SRS

	Standard 2: Independence 
and choice


	Outcome: Residents’ rights to independence and freedom of choice is recognised, provided they do not unreasonably affect the rights of other residents

	Standard 3: 
Protections from abuse
	Outcome: Residents live in an environment free of verbal, emotional, sexual or physical abuse, harassment, exploitation or neglect

	Standard 4: 
Protection of private property
	Outcome: Residents’ private property is protected

	Food and nutrition standards

	Standard 5: 
Choice
	Outcome: Residents’ health and dietary needs and preferences are taken into account in the selection of food

	Standard 6: 
Nutritious food
	Outcome: Residents are provided with food that is adequate in quality, quantity, variety and nutritional value to meet their daily requirements

	Standard 7: 
Safe food
	Outcome: Food facilities and storage and preparation practices comply with relevant laws

	Health and wellbeing standards

	Standard 8: 
Choice of and access to healthcare providers
	Outcome: Residents are offered the opportunity to select their own healthcare providers (for example GP, allied health, dentist) and are provided with reasonable support to access those providers in a timely way

	Standard 9: 
Personal support
	Outcome: Residents’ health and wellbeing is optimised through providing personal support services in a way that takes account of individual resident needs 
and preferences

	Standard 10: 
Clothing
	Outcome: Residents wear their own clothing appropriate to the climate, individual activities and personal preferences

	Standard 11: 
Bedding and linen
	Outcome: Residents’ beds are maintained with clean bedding and linen which is kept in good repair and is adequate for climatic conditions

	Standard 12: 
First aid
	Outcome: At all times, a well-equipped and maintained first-aid kit is available which is easily recognisable and accessible to staff

	Physical environment standards

	Standard 13: 
A safe environment
	Outcome: Residents live in a safe and stable environment

	Standard 14: 
A clean, comfortable and well maintained environment
	Outcome: Residents live in a clean and comfortable environment that is well maintained

	Standard 15: Emergency procedures and planning
	Outcome: The proprietor has an effective emergency-management plan in place and can respond to first-aid emergencies at all times


Department of Health








