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This document provides responses to submitted questions during a webinar hosted by
the ANMF Victorian Branch on 22 October that could not be addressed due to time. The
below responses provided by the Commission are correct as at 4 November 2025.

Implementation of the new Aged Care Act 2024

1. What are the expected challenges in implementing the new standards across
the sector?

Under the new Aged Care Act, some aged care providers will be regulated by the Commission
for the first time, and existing providers will have some new or changed obligations. Our
approach will be sensitive to this.

We will continue to support providers, workers and older people to understand what has

changed under the new Act and our response to risk will be proportionate, consistent and
transparent - always placing the safety and wellbeing of older people at the centre of our

decision-making.

For more information: Strengthened Aged Care Quality Standards

2. Does the New Aged Care Act apply to other areas of geriatric care? Does this all
apply to community care?

The new Aged Care Act commenced 1 November 2025. It is the main law that sets out how the
aged care system operates. This fact sheet gives a summary of each chapter of the Act and
explains what the Australian Government is doing to support the changes now and in the
future.

The new Aged Care Act applies to aged care services that the Australian Government funds in
home, community and residential aged care settings. This includes programs that aged care
laws did not cover in the past. For example, the National Aboriginal and Torres Strait Islander
Flexible Aged Care (NATSIFAC) program and the Commonwealth Home Support Programme
(CHSP).

Rights-Based Care & Dignity of Risk

3. Is the Charter of Rights replaced by a Statement of Rights?

Yes. The new Aged Care Act includes a Statement of Rights. This outlines the rights that older
people in the aged care system should expect when seeking or accessing government-funded
aged care services. This will help ensure that older people and their needs are, and remain, at
the centre of the new system.


https://www.agedcarequality.gov.au/workers/strengthened-aged-care-quality-standards-workers
https://www.health.gov.au/sites/default/files/2025-08/about-the-aged-care-act-2024-plain-language-fact-sheet.pdf
https://www.health.gov.au/resources/publications/a-new-aged-care-act-for-the-rights-of-older-people
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e Watch this video which explains what workers and providers need to know

e Read the fact sheet on the Statement of Rights

For more information: Statement of Rights - information for workers

4. How do you balance residents' rights around dignity of risk and other residents’
rights for peaceful spaces? One thing comes to mind is choking in the dining
room etc.

Dignity of risk is a fundamental element of rights, autonomy and choice and it intersects
strongly with the strengthened Standards. Dignity of risk is not new, but under the new Act
older people have the right to make their own choices and take risks, even if those choices
involve potential harm, and they must be supported in understanding and managing risks
and not prevented from having a choice.

This is a core part of person-centred, rights-based care, and is embedded into Standard 1 -
the Individual. From a clinical perspective, this could take many forms. One example we see
a lot is the choice around foods that may pose a choking or other risk.

We have resources available on our website on Food, nutrition and dining, including
guidance on dignity of risk.

5. Are there guidelines for family (next of kin or power of attorney) in making
dignity of risk choices for their person?

OPAN has developed a comprehensive supported decision-making toolkit to help older people,
their families and supporters understand what supported decision-making is, why it matters,
and how to use it in everyday life. OPAN also offers further training and learning opportunities
around this topic:

e https://opan.org.au/supported-decision-toolkit/

The University of Sydney has also published some guidance around supported decision
making:
e https://cdpc.sydney.edu.au/research/planning-decision-making-and-
risk/supported-decision-making/

Family members are also invited to contact the food, nutrition and dining hotline on
1800 844 044 between 9am and 5pm, Monday to Friday with any questions, issues or concerns
you may have with regards to dignity of risk with respect to FND. When you call, you will have

1800 951 822

agedcarequality.gov.au



https://www.youtube.com/watch?v=kL7PN0PBPBY
https://www.health.gov.au/sites/default/files/2025-09/aged-care-act-2024-statement-of-rights-a4-explainer.pdf
https://www.agedcarequality.gov.au/workers/statement-rights
https://www.agedcarequality.gov.au/workers/strengthened-aged-care-quality-standards-workers
https://www.agedcarequality.gov.au/workers/food-nutrition-and-dining-resources-workers
https://www.agedcarequality.gov.au/quality-standards/dignity-risk
https://opan.org.au/supported-decision-toolkit/
https://cdpc.sydney.edu.au/research/planning-decision-making-and-risk/supported-decision-making/
https://cdpc.sydney.edu.au/research/planning-decision-making-and-risk/supported-decision-making/
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the opportunity to speak with one of our clinicians to discuss your matter and receive any
relevant guidance and information to support you.

A Dignity of Risk and Decision-making fact sheet is in development by the Commission.

6. Balancing dignity of risk with duty of care is tricky. | teach nursing including
care of the older person - many students worry about this as well as my fellow
participants today. Are there any resources?

Balancing dignity of risk with duty of care can be challenging at times - but also very rewarding
when the older person’s rights and choices are respected and supported.

While each older person has the right to exercise Dignity of Risk, aged care providers must also
take reasonable steps to protect residents from harm. Some activities that older people choose
to participate in or indeed not participate in may cause adverse outcomes. Providers and older
people should identify these risks, understand these risks and agree upon strategies for
managing them to help reduce harm.

It is also important that providers balance older people’s choices with the rights of others. This
includes consideration of the duty of care owed to workers.

The Commission offers many resources outlining the obligations of aged care providers and
workers as they relate to Dignity of Risk. These can be found in the provider guidance for
Outcome 1.3: Choice, Independence and Quality of Life as well as for Outcome 2.4: Risk
Management, Outcome 3.2: Delivery of Funded Aged Care services and Outcome 5.5:
Safety of Clinical Care services.

The guidance for Outcomes 6.1 and 6.2 has more information on Dignity of Risk for eating and
drinking - with additional Commission resources also located at - Eating and drinking with
acknowledged risk (EDAR) visual scenario and Supporting choice about food and drink in

aged care.

Additional resources can be found at:
e The Department of Health, Disability and Ageing released a short facilitator guide to

promote Dignity of Risk discussions among aged care staff: Dignity of risk -
Introduction to aged care video | Australian Government Department of Health,
Disability and Ageing

1800 951 822

agedcarequality.gov.au



https://www.agedcarequality.gov.au/strengthened-quality-standards/individual/choice-independence-and-quality-life
https://www.agedcarequality.gov.au/strengthened-quality-standards/organisation/risk-management
https://www.agedcarequality.gov.au/strengthened-quality-standards/organisation/risk-management
https://www.agedcarequality.gov.au/strengthened-quality-standards/care-and-services/delivery-funded-aged-care-services
https://www.agedcarequality.gov.au/strengthened-quality-standards/clinical-care/safety-clinical-care-services
https://www.agedcarequality.gov.au/strengthened-quality-standards/clinical-care/safety-clinical-care-services
https://www.agedcarequality.gov.au/resource-library/eating-and-drinking-acknowledged-risk-edar-visual-scenario
https://www.agedcarequality.gov.au/resource-library/eating-and-drinking-acknowledged-risk-edar-visual-scenario
https://www.agedcarequality.gov.au/resource-library/supporting-choice-about-food-and-drink-aged-care
https://www.agedcarequality.gov.au/resource-library/supporting-choice-about-food-and-drink-aged-care
https://www.health.gov.au/resources/videos/dignity-of-risk-introduction-to-aged-care-video?language=en
https://www.health.gov.au/resources/videos/dignity-of-risk-introduction-to-aged-care-video?language=en
https://www.health.gov.au/resources/videos/dignity-of-risk-introduction-to-aged-care-video?language=en
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e AUSMED has a factsheet available around Dignity of Risk:
o https://www.ausmed.com.au/learn/articles/dignity-of-risk
e AUSMED also has an eLearning module available around Dignity of Risk:
o https://www.ausmed.com.au/learn/training-modules/dignity-of-risk-
decision-making-in-aged-care
e Person-centred, rights-based care: https://www.ausmed.com.au/learn/training-
modules/person-centred-rights-based-care

7. How does Dignity of risk work within a person not having deemed capacity?

Dignity of Risk is the principle that individuals have the right to make choices that may involve
personal risk, even if those choices are different to what others may choose

In the first instance, it is always assumed that individuals have the mental capacity to make
informed choices.

If there are concerns around an individual's capacity to decide about a certain issue, because
the individual's choice(s) seems unnecessarily risky, then an assessment should be made to
determine if they:
e understand the specific situation, relevant facts, or basic information about the
choice
e can evaluate and use reasoned processes to weigh the risks, consequences, and
benefits of the choice
e can communicate relatively consistent or stable choices

It is also important to remember that capacity is specific to the type of decision, at a point in
time, and situation. An individual may not have the capacity to decide on very complex matters,
such as selling a house or certain medical procedures, but may at the same time have the
capacity to make an informed choice about eating certain foods even if such choice puts them
at risk of choking or aspiration. This choice is described as Eating and Drinking with
Acknowledged Risk or EDAR.

Should the assessment of the individual's capacity indicate significant deficits, the provider is
expected to engage the individual's substitute decision-maker to assist the individual in
informed decision making.

1800 951 822

agedcarequality.gov.au



https://www.ausmed.com.au/learn/articles/dignity-of-risk
https://www.ausmed.com.au/learn/training-modules/dignity-of-risk-decision-making-in-aged-care
https://www.ausmed.com.au/learn/training-modules/dignity-of-risk-decision-making-in-aged-care
https://www.ausmed.com.au/learn/training-modules/person-centred-rights-based-care
https://www.ausmed.com.au/learn/training-modules/person-centred-rights-based-care
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8. With right to take risks, if a resident keeps refusing meals even after being
educated, providers get punished for weight loss. So do we just let them not
eat?

There are many reasons why an individual may choose to decline meals - and it is expected
that a provider would investigate the reasons why and take action to resolve the issues.
Reasons could include oral health concerns, eating drinking and swallowing difficulties,
depression, cognitive impairment, or simply that the meals do not meet preferences, such as
temperature, taste, and appearance. It is important that the provider includes the individual's
family and supporters and undertakes appropriate assessments, including the engagement of
the GP or nurse practitioner and relevant allied health professionals for further assessment
and support in managing.

While many of these issues can be addressed, there remain occasions when an individual is not
able to eat or chooses not to eat adequate amounts. In addition to providing education,
providers need to work with the individual to understand and address their unique needs and
preferences. In this context, Dignity of Risk would include supporting individuals to make
informed decisions regarding the food and fluids they choose to consume, balancing this right
with documented strategies that support their personal goals, preferences, safety, wellbeing
and autonomy - even if the individuals' choices result in weight loss.

If, however, weight loss is related to refusing meals because they are texture-modified, it would
be reasonable to expect the individual is supported to make an informed choice about
alternative food options even if they are associated with an increased risk of aspiration or
choking. The EDAR process is an evidenced informed, recognised best practice approach that
applies the principles of dignity of risk to a food, nutrition and dining context. Further
information on EDAR can be found below:

o Eating and drinking with acknowledged risk (EDAR) visual scenario
o Supporting choice about food and drink in aged care

9. Can there be more clarity around ‘neglect’? Resources are very broad.

Under the Serious Incident Response Scheme, the definition of reportable neglect is when a
registered provider, aged care worker or responsible person has, or someone suspects them of
having:
e provided a service that puts an older person at risk of serious injury or illness
e caused or contributed to
o asignificant failure to provide a service to an older person

1800 951 822

agedcarequality.gov.au



https://www.agedcarequality.gov.au/resource-library/eating-and-drinking-acknowledged-risk-edar-visual-scenario
https://www.agedcarequality.gov.au/resource-library/supporting-choice-about-food-and-drink-aged-care
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o a systemic pattern of poor conduct (organisation wide poor behaviour)
e provided a completely inadequate service to an older person
e been reckless or intentionally negligent in how they provided a service to an
older person.

To read more about neglect:

Visit our website: Reportable Incidents - neglect

Read our factsheet: Reportable incidents - neglect

10. I'm concerned about the line between neglect and choice for those people who
are cognitively comprised .eg declining personal care and continence care
leading to skin issues?

It is important to identify the reason why an individual may be declining care. For
example:
o Isthe individual experiencing pain during personal care and have staff allowed
enough time for pain relief to be effective before starting personal care?
o Are there cultural or religious expectations that are affecting the individual's
ability to engage in personal care?
o Are staff taking a trauma aware and healing informed care approach?
o Isthe room too cold to comfortably receive personal care?

It would be reasonable to expect the ongoing assessment of the individual's needs,
preferences and choices about the care and services they are provided.

In this situation this would involve a discussion with the individual or if the individual does
not have capacity their decision maker. If the decision involves the use of a Restrictive
Practice eg. Holding the hands of a consumer to support personal care being attended, then
the Restrictive Practices Substitute decision needs to be consulted.

There needs to be a consultative process which should include the risks of inconsistent
personal care, the benefits of regular care and potential other approaches which may be
more acceptable to reduce the risk of skin deterioration. If the individual can communicate
their understanding and reasoning for their choices, then those choices should be
respected. This is a dynamic process, the individual's choices may change and their ability to
make these decisions may also change, which is why ongoing engagement and assessment
is necessary. Clear documentation of this process can support the provider when the
individual's choices may not align with best-practice recommendations.

1800 951 822

agedcarequality.gov.au



https://www.agedcarequality.gov.au/providers/serious-incident-response-scheme/reportable-incidents/neglect?info_about=8487&working_in=8489
https://www.agedcarequality.gov.au/resource-library/sirs-reportable-incidents-neglect
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Staffing, Ratios & Workload

11. There might be more paperwork/documentations required to show evidence
that care is being given properly, is nurse to residents ratio going to be a
concern with the New Aged Care act? Why isn’t private care supported by ratios
in the New Act?

The Australian Government does not have mandatory staff ratios of carers/nurses to residents
at Commonwealth-funded aged care homes. Instead, as recommended by the Royal
Commission into Aged Care Quality and Safety, providers will still need to meet minimum care
minute requirements under the New Act. However, some state Governments have staff ratios
in place which operate independently of federal legislation. You should contact the relevant
state Government authority for information regarding staff ratio requirements in your state to
ensure you can comply with these obligations.

12. How will nurses workload be managed given the increased focus on rights-
based care, documentation and person-centred planning? How do | provide
rights based care if the workload is too heavy to at minimum meet basic care?
I've been a nurse in aged care for five years and due to paperwork | feel like I'm
being taken off the floor or having to stay back to do paperwork. How is this
person-centred planning?

We can help if you feel that your provider is not meeting their obligations
Workers have an important role to play in delivering safe and high-quality aged care and
finding ways to keep improving that care.

If you're worried about how care is being delivered it's important to tell someone. You can
speak to your employer or contact us. You can contact us confidentially, anonymously or
openly

This information helps us uncover problems and improve the quality and safety of care and
keep older people safe. If you do raise a concern with your provider or us, your provider
cannot punish or victimise you for speaking out about problems you see.

Providers need to deliver care and services in line with the Aged Care Act 2024. Under the Act

they must meet their relevant obligations under the strengthened Aged Care Quality
Standards including workforce planning and management responsibilities.

Strengthened Quality Standards

For providers registered in Categories 4, 5 and 6 they have to meet:
e Strengthened Quality Standard 2: The Organisation. This includes obligations for:

1800 951 822

agedcarequality.gov.au



https://www.health.gov.au/our-work/care-minutes-registered-nurses-aged-care/care-minutes
https://www.health.gov.au/our-work/care-minutes-registered-nurses-aged-care/care-minutes
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fproviders%2Fquality-standards&data=05%7C02%7CSuzi.Clark%40agedcarequality.gov.au%7Cf8715c8d67bc4080e09108de1cdb9a9f%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C638979926702940836%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=3C6hmnaY%2FsrxJWk21nn0pO5%2FhRpqv3lp9dnN%2FR%2BLQPM%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fproviders%2Fquality-standards&data=05%7C02%7CSuzi.Clark%40agedcarequality.gov.au%7Cf8715c8d67bc4080e09108de1cdb9a9f%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C638979926702940836%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=3C6hmnaY%2FsrxJWk21nn0pO5%2FhRpqv3lp9dnN%2FR%2BLQPM%3D&reserved=0
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o the provider's governing body leading a culture of quality, safety and inclusion
that supports aged care workers to provide quality funded aged care services.

o providers to understand, manage and plan their workforce needs, including by
maintaining an appropriate number and mix of staff to deliver safe, quality
funded aged care services.

o providers delivering funded aged care services to individuals by aged care
workers who are skilled and competent in their roles, hold relevant qualifications
for their roles and have expertise and experience relevant to delivering quality
funded aged care services. The provider must provide aged care workers with
training and supervision to enable them to effectively perform their roles.

Statement of Principles
The Statement of Principles guide how the aged care system should work. They include a
principle which states that the aged care system should value workers and carers.

Older people tell us that having quality relationships with their workers is one of the most
important aspects of their aged care experience. These relationships are central to the delivery
of high-quality, person-centred care.

Under the Statement of Principles, workers should be empowered to provide feedback,
suggest measures and take actions that support innovation, continuous improvement and the
delivery of quality care.

Audits to ensure a provider is meeting these obligations
The Commission carries out audits to assess if providers understand these obligations and can
conform with the strengthened Quality Standards to deliver safe and high-quality care. Audits
focus on:

» the provider's governance arrangements

o the provider's systems and processes for delivering care

o the experience and outcomes for older people in a provider's care

o if the provider has safe, high-quality practices across their services.

Complaints, Risk & Commission Oversight

13. How can families raise concerns or give feedback under the new system?

We encourage the older person or their families to first speak to the provider to raise any
concerns, complaints or feedback as often this can be the fastest way to resolve the matter.
Anyone including families of older people accessing aged care can contact the Commission to
make a complaint, raise a concern or provide feedback. Details on how people can raise
concerns or give feedback is on our website.

1800 951 822

agedcarequality.gov.au



https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.agedcarequality.gov.au%2Fproviders%2Fprovider-registration%2Faudits&data=05%7C02%7CSuzi.Clark%40agedcarequality.gov.au%7Cf8715c8d67bc4080e09108de1cdb9a9f%7Ce83856876f8040fc9738a8c9ff78f897%7C0%7C0%7C638979926702966876%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=o0c1tYMNBIzHrsRPkrpJbZME5UySPp6GVdKsDPFAXwQ%3D&reserved=0
https://www.agedcarequality.gov.au/contact-us/complaints-concerns/how-make-complaint-or-give-feedback
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14. Where a complaint is made about a worker how does the Commission engage
with that worker to resolve that complaint - including making any decisions?

If a complaint is about a worker or responsible person, we will address it by working with them
and the provider. The Commission has obligations to contact workers where a complaint is
made against them, which is the same for providers. A complaint about a worker or
responsible person must relate to their compliance with their obligations under the Act such as
the Code of Conduct.

Where there might be a complaint about a worker, there are series of obligations providers
need to meet in relation to their workforce such as training, supports and supervision which
are critical to workers fulfilling their responsibilities under the Act.

If we receive information that raises questions or concerns about your behaviour, we'll:
o tell you about our questions and concerns

o help you understand the issues, and the actions we can take

e give you an opportunity to have a representative or support person
o letyou ask questions and give us other relevant information

e support you with an interpreter if you've asked for one

e give you an opportunity to respond to the concerns we have raised with you before
we decide what to do.

If you're not happy with the process or the decision we make, you can:
o give us feedback

e make a complaint
« depending on the type of decision, ask us to reconsider the decision
e contact the Commonwealth Ombudsman.

You can give us feedback or complain:
o through our Feedback about the Commission webpage

e by calling us on 1800 951 822.

We deal with all complaints and feedback about us fairly and without bias.
For information about how we make sure our actions, decisions and processes are fair, see
our:

o fact sheet for aged care workers

o Regulatory Bulletin on the review process.

1800 951 822

agedcarequality.gov.au



https://www.agedcarequality.gov.au/contact-us/complaints-feedback/review-rights#making-a-complaint-to-the-commonwealth-ombudsman
https://www.agedcarequality.gov.au/contact-us/feedback-about-commission
https://www.agedcarequality.gov.au/node/113852
https://www.agedcarequality.gov.au/resource-library/rb-2023-21-procedural-fairness
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15. How will the Commission handle the volume of notifications in a timely way, so
people can still work?

As part of our complaints process, we collect and assess the information we receive. Like with
all matters, our response is proportionate to the risk identified to the safety and quality of care
provided to older people. Our response timeframe and action taken will depend on the
seriousness of the issues identified.

16. Does the Code of Conduct changes and the Commission managing workers now
mean the Commission can review staff for bullying behaviours?

The Aged Care Code of Conduct (Code) describes how registered providers, their responsible
persons and aged care workers (including volunteers) must behave and treat people receiving
aged care. The Code helps give people confidence and trust in the quality and safety of the
care they receive.
The Code:

e supports a person's right to personal choice, dignity and respect

e promotes kind, honest and respectful behaviour
o keeps people receiving aged care safe from harm.

The Code does not cover behaviour between co-workers. If a worker feels they are being
bullied by another worker, they should raise through their organisation’s own processes, or
through the Fair Work Ombudsman.

Watch our video explaining the Code: Video
If we have evidence, of non-compliance with the Code we will act.

Refer to How we address concerns about workers (including in relation to the Code) for
more information.

You have the right to complain or raise concerns if you're dissatisfied with the Commission’s
services. You also have the right to complain to the Commonwealth Ombudsman.
We welcome all feedback and use it to improve how we work.

More information is available in our Service Charter. The Service Charter explains what you
can expect when you contact us or are contacted by us.

17. Do you think the whistleblower protection will result in improved care?

Yes. Whistleblower protections are a key part of the new Aged Care Act 2024 (the Act) and help
to make sure we identify and address issues. This creates a safer and more transparent (open
and honest) aged care system. Aged care workers will be protected to make a whistleblower
disclosure under the new Act.

1800 951 822

agedcarequality.gov.au



https://www.legislation.gov.au/Details/F2023C00603
https://www.agedcarequality.gov.au/resource-library/aged-care-code-conduct-introductory-video-providers-responsible-persons-and-aged-care-workers
https://www.agedcarequality.gov.au/workers/code-conduct-aged-care/how-we-address-code-conduct-issues
https://www.agedcarequality.gov.au/contact-us/feedback-about-commission
https://www.agedcarequality.gov.au/resource-library/service-charter
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Our Managing Whistleblower Disclosures Policy explains how we receive, manage and use
information shared with us that qualifies for whistleblower protections under the Act.
To learn how the Aged Care Act protects you if you make a complaint or give feedback on your
concern:

e read our Managing Whistleblower Disclosures Policy

e call the Commission on 1800 951 822 (free call)

¢ visit Protection for whistleblowers, Department of Health, Disability and Ageing

e callyour union

e watch this Video.

Qualifications, Registration & Screening

18. With the Workers Screening Check do PCWs have to have a Certificate or
qualifications besides NDIS Check or Police Check? As | have worked in Private
residential care and not all staff are qualified.

Where a personal care worker is delivering funded aged care service, they are considered aged
care workers under the new Aged Care Act 2024 (the Act). While the Act does not identify
qualification requirements, providers must ensure their aged care workers have appropriate
qualifications, skills and experience to deliver safe, quality care. This includes verifying the
necessary checks are in place and providing training and supervision necessary to their roles.

Many workers bring valuable hands-on experience and a genuine commitment to supporting
older people. Providers are encouraged to continue building staff capability so that older
Australians receive safe, respectful, and consistent support.

More information: Aged Care Worker Screening - Department of Health and Aged Care

19. Is PCA registration part of the act to ensure better trained staff and safe staff?

Aged care workers are not individually registered under the new Aged Care Act 2024. Instead,
registered providers are responsible for ensuring their workers are appropriately qualified,
skilled and experienced to deliver safe, quality care. Providers must ensure workers meet
screening requirements and provide ongoing access to training, supervision, and professional
development.

The Australian Government is committed to implementing a national registration scheme to
support personal care workers working in aged care. More information about this scheme:
Consultation summary report - Aged Care Worker Registration Scheme.

1800 951 822
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https://www.agedcarequality.gov.au/resource-library/managing-whistleblower-disclosures-policy-0
https://www.agedcarequality.gov.au/resource-library/managing-whistleblower-disclosures-policy-0
https://www.health.gov.au/our-work/aged-care-act/about#protection-for-whistleblowers
https://www.health.gov.au/resources/videos/whistleblower-protections-in-aged-care
https://www.health.gov.au/topics/aged-care-workforce/screening-requirements?language=en
https://www.health.gov.au/resources/publications/consultation-summary-report-on-a-national-registration-scheme-to-support-personal-care-workers-in-aged-care
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20. How many personal care workers are estimated to work across Australia? Will
their regulation be overseen by the Commission or a separate entity?

According to the 2023 Aged Care Provider Workplace Survey, there are around 310,000
personal care workers employed across Australia. They make up most of the direct care
workforce in both residential and home care.

The Commission regulates funded aged care services and ensures providers and their workers
meet their obligations under the Act.

The Australian Government is progressing work to establish a national registration scheme for
personal care workers to help professionalise the personal care workforce and increase
protections for older people receiving aged care services.

More information about this scheme: Consultation summary report - Aged Care Worker
Registration Scheme

More information about worker regulation: https://www.agedcarequality.gov.au/resource-
library/managing-worker-risk-policy

21. Will the Commission look into bogus RTO issuing certificates without proper
training partially with overseas RPL application?

The Commission is not responsible for regulating registered training organisations (RTOs) and
vocational and education and training (VET) qualifications, including those related to aged care.
This is the responsibility of Australian Skills Quality Authority (ASQA). ASQA may cancel
qualifications issued by certain RTOs and will advise the Commission and sector where
appropriate. We may refer information to ASQA on matters related to training or qualifications.

22. The requirement for a national police check is a problem for some who have
been through an AHPRA process that has been unsubstantiated yet b/c of a
legal process that have a positive police check.

We would encourage you speak to your provider or contact the Commission if this situation
applies to you.

Under the new Aged Care Act registered providers should aim to ensure, before starting work,
all aged care workers have obtained a:
- police certificate that does not contain certain precluding offences, or

- NDIS Worker Screening Clearance.

In some circumstances, a person can commence work after applying for a police certificate.
In addition to a police certificate, providers are required to have appropriate systems and

processes in place to ensure their workers can work in aged care. This includes procedures
related to recruitment and selection. Providers must also monitor the ongoing suitability of
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workers to deliver funded aged care services, taking reasonable measures to require workers
to advise them if they are convicted of a precluding offence.

More information about precluding offences and worker screening requirements:
https://www.health.gov.au/sites/default/files/2025-10/aged-care-worker-screening-
guidance-material.pdf

Training, Education & Resources

23. We've been told to study (in our own time) the new Standards, Statement, Code
ahead of the Commission audit visit so we can answer auditors questions.
There's a lot of pressure. Is it true?!

Providers have obligations to deliver training to their staff. In a recent open letter, the Minister
for Aged Care and Seniors, the Hon Sam Rae MP detailed his expectation that providers
identify and provide training for their workers in preparation for 1 November.

This includes the expectation that providers roster dedicated paid time for workers to
complete training and demonstrate competency against new requirements under the new
Aged Care Act, consistent with providers’ obligations under the Fair Work Act 2009.

The Minister also wrote an open letter to aged care workers which outlines the available
education and training resources to help workers prepare for the new Act.

The Commission offers a wide range of free learning content on the Aged Care Learning
Information Solution (Alis) website, including on the new strengthened Quality Standards, the
Aged Care Code of Conduct and infection prevention and control.

Anyone wishing to provide feedback to the Commission about a provider not giving their
workforce adequate paid time training can do so via our complaints and concerns process - via
phone 1800 951 822, an online form at Make a complaint | Aged Care Quality and Safety
Commission, or email info@agedcarequality.gov.au

1800 951 822

agedcarequality.gov.au



https://www.health.gov.au/sites/default/files/2025-10/aged-care-worker-screening-guidance-material.pdf
https://www.health.gov.au/sites/default/files/2025-10/aged-care-worker-screening-guidance-material.pdf
https://www.health.gov.au/resources/publications/aged-care-act-open-letter-to-aged-care-providers-from-the-minister-for-aged-care-and-seniors-new-education-and-training-resources?language=en&utm_source=chatgpt.com
https://www.health.gov.au/resources/publications/aged-care-act-open-letter-to-aged-care-providers-from-the-minister-for-aged-care-and-seniors-new-education-and-training-resources?language=en&utm_source=chatgpt.com
https://www.health.gov.au/resources/publications/aged-care-act-open-letter-to-aged-care-workers-from-the-minister-for-aged-care-and-seniors-new-education-and-training-resources
https://www.agedcarequality.gov.au/providers/education-training/online-learning-alis
https://www.agedcarequality.gov.au/providers/education-training/online-learning-alis
https://www.agedcarequality.gov.au/contact-us/complaints-concerns/make-complaint
https://www.agedcarequality.gov.au/contact-us/complaints-concerns/make-complaint
mailto:info@agedcarequality.gov.au

