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This brochure is about:      

●  your rights and responsibilities

●  your privacy and personal information

●  how to give feedback or make a complaint

●  how to get someone to act for you and support you

You have rights and responsibilities when you use our services. 

We expect sta�, volunteers, clients 
and their carers to respect each other.

Your information 
is well protected      

We are committed to keeping your 
information private. Your privacy is 
also protected by law. We keep your 
information safe under a high level 
of security. 

If you need to, you can see your health 
information. You have a right to ask to 
see your health care record and to ask 
for it to be corrected if it is wrong.

Health photos 
or voice recordings      

Some health workers may need to 
take a photo or photos as part of your 
care, or record your voice. If you are 
OK with this, you will complete the 
consent form in your health care 
record.



We keep your name and contact 
details on your personal health care 
record. Details about your health 
including information about your 
condition, your care plan and progress 
with treatment are written in your 
health care record each time you visit.  

Collecting information helps us to 
keep correct details about your needs 
so we can care for you in the best 
possible way.  

We also report some general 
information to the Department of 
Health. This helps in planning and 
improving our services. 

We do not pass on any information 
that could be used to identify you.

Your information can only be seen 
by sta� at IPC Health who are involved 
in your care. We only release 
information about you to other workers 
if you agree or if the law says we must, 
such as in a medical emergency.

You have a say in what happens 
to your information. 

What information do we collect about you? 

We will not share your information with 
anyone unless: 

●  you agree and give consent

●  you ask us to share the details

●  your life, or someone else’s life, 
is in danger

●  we think there is a serious threat to 
the safety or wellbeing of children 
or their families

●  it is in your best interests

●  the law tells us to do so, such as for 
some infectious diseases and types 
of cancer, or certain cases being 
heard by a court

You have the right to not share some 
of your information or limit who sees 
your health care record. However, this 
may make it harder for us to give you 
the best possible services.

Talk to us if you wish to change or 
cancel your consent. 

You have the right to accept or refuse 
treatment.

Once your health worker has 
explained to you your condition(s) 
and the possible treatments you can 
choose to give permission or refuse 
treatment. You will sign your name on 
the consent form in your health care 
record next to your choice; for 
example, refuse or accept treatment. 



What you can expect from us:
●  you will be treated with kindness 

and respect

●  you will receive high-quality service

●  your ethnic, cultural and religious 
practices and beliefs will be 
respected

●  you will receive information that 
you can understand and you can 
have an interpreter if needed

●  you will be provided with information 
that helps you make choices about 
how to improve your health

●  you will be fairly assessed for the 
services you need

●  you will be involved in decisions 
about your care

●  your personal information will 
be kept private

●  you can ask for a copy of your 
personal information

●  your permission will 
be obtained before we share your 
personal information with any 
other services

●  you can ask for a change of 
health worker

●  you can refuse treatment

●  you can refuse the service if it is 
not right for you now and you can 
let us know when you are ready

●  you can refuse to have a student or 
researcher in the room during your 
appointment

●  you can provide honest feedback 
and keep using our services

●  we can choose someone to act for 
you and support you (an advocate) 
if you need

●  you can include a significant other 
in your care

What you need to know:
●  if you arrive late for an 

appointment, we may not be able 
to give you a full service at that 
time

●  we may not be able to keep giving 
you services if you miss 
appointments without letting us 
know

●  there may be a fee for missed 
appointments

●  we can refuse service if you:

●  appear a�ected by alcohol or 
other drugs

●  are rude or abusive to sta�

●  threaten to hurt anyone

●  sexually harass anyone

●  follow the advice your health 
worker gives you to the best 
of your ability

●  tell us the things we need to know 
about your health so we can give 
you the best possible services

●  help us keep our buildings a safe 
place for everyone

●  respect other people and their 
privacy at all times

●  tell us when your personal details 
change

●  take care of things we lend you 
for treatment purposes

What we expect from you:
●  to be on time for your appointments

●  if you can’t make your appointment, 
let us know as soon as possible 
before the appointment

●  show respect and be polite to 
everyone you meet while using our 
services

●  ask for more information if you 
don’t understand, especially if you 
need to give your permission for 
a certain treatment

●  if our sta� are visiting your home, 
please make sure it is safe for them 
to visit. This includes keeping pets 
away and not smoking when our 
sta� are with you

Your rights and responsibilities      



What you can expect from us:
●  you will be treated with kindness 

and respect

●  you will receive high-quality service

●  your ethnic, cultural and religious 
practices and beliefs will be 
respected

●  you will receive information that 
you can understand and you can 
have an interpreter if needed

●  you will be provided with information 
that helps you make choices about 
how to improve your health

●  you will be fairly assessed for the 
services you need

●  you will be involved in decisions 
about your care

●  your personal information will 
be kept private

●  you can ask for a copy of your 
personal information

●  your permission will 
be obtained before we share your 
personal information with any 
other services

●  you can ask for a change of 
health worker

●  you can refuse treatment

●  you can refuse the service if it is 
not right for you now and you can 
let us know when you are ready

●  you can refuse to have a student or 
researcher in the room during your 
appointment

●  you can provide honest feedback 
and keep using our services

●  we can choose someone to act for 
you and support you (an advocate) 
if you need

●  you can include a significant other 
in your care

What you need to know:
●  if you arrive late for an 

appointment, we may not be able 
to give you a full service at that 
time

●  we may not be able to keep giving 
you services if you miss 
appointments without letting us 
know

●  there may be a fee for missed 
appointments

●  we can refuse service if you:

●  appear a�ected by alcohol or 
other drugs

●  are rude or abusive to sta�

●  threaten to hurt anyone

●  sexually harass anyone

●  follow the advice your health 
worker gives you to the best 
of your ability

●  tell us the things we need to know 
about your health so we can give 
you the best possible services

●  help us keep our buildings a safe 
place for everyone

●  respect other people and their 
privacy at all times

●  tell us when your personal details 
change

●  take care of things we lend you 
for treatment purposes

What we expect from you:
●  to be on time for your appointments

●  if you can’t make your appointment, 
let us know as soon as possible 
before the appointment

●  show respect and be polite to 
everyone you meet while using our 
services

●  ask for more information if you 
don’t understand, especially if you 
need to give your permission for 
a certain treatment

●  if our sta� are visiting your home, 
please make sure it is safe for them 
to visit. This includes keeping pets 
away and not smoking when our 
sta� are with you

Your rights and responsibilities      



Advocates     

An advocate is someone who acts for 
you to get you the services you need. 
They can also help you understand 
your rights and responsibilities around 
your health. 

An advocate can be:

●  a friend

●  a family member

●  someone from an advocacy service

IPC Health is happy for you to ask for 
an advocate. We will help you get an 
advocate who is right for you. 

If you wish to have a friend or family 
member come to your appointments 
or be involved in your care, please 
speak with your IPC Health worker.

You can also contact an advocacy 
service and ask them to do this for you. 

Advocacy services        
O�ce of the Public Advocate 
P 1300 309 377
W publicadvocate.vic.gov.au 

Aged Care advocacy 
P 1800 200 422 
W myagedcare.gov.au

Elder Rights Advocacy 
P 1800 700 600
W era.asn.au

Action on Disability with Ethnic 
Communities
P 1800 626 078
W adec.org.au

Other important numbers
Aged Care Quality and Safety 
Commission
P 1800 951 822
W agedcarequality.gov.au

Health Complaints Commissioner
P 1300 582 113
W hcc.vic.gov.au

O�ce of the Australian Information 
Commissioner 
P 1300 363 922
W oaic.gov.au

Department of Families, Fairness 
and Housing
P 1300 475 170
W d�h.vic.gov.au

Department of Health 
P 1300 650 172
W health.vic.gov.au

The Victorian Ombudsman 
P 1800 806 314 
W ombudsman.vic.gov.au

Victorian Equal Opportunity 
& Human Rights Commission
P 1300 292 153

For information on disability
advocacy services visit:
W disabilitygateway.gov.au/legal/
advocacy

If you would like to report an 
issue or make a complaint about 
an NDIS provider or worker:  
P 1800 035 544
W ndiscommission.gov.au/complaints/
report



Feedback      

We want to know what you think about 
our services and buildings, both good 
and bad. We rely on your feedback to 
improve our services.

There a number of ways to provide 
feedback:

●  talk to your health worker or our 
Client Services team

●  use the form in our waiting room

●  complete the form on our website 
at ipchealth.com.au/give-feedback

●  email us at 
ipchealth@ipchealth.com.au

●  complete our online survey if you 
receive an invitation

If you would like a response to your 
feedback, make sure you leave your 
contact details.

You are welcome to bring someone to 
support you if you want to discuss 
concerns you have about our 
services.

You can also contact the Health 
Complaints Commissioner on 
1300 582 113.

Any other questions?       

Talk to one of our IPC Health sta� 
members if you have any other 
questions about what happens to 
your information while you are in our 
care, or if you wish to see your health 
care record.

To see the Australian Government's 
Services Australia Privacy Policy, visit 
humanservices.gov.au/customer/privacy. 



IPC Health 
PO Box 171 
Deer Park VIC 3023
ACN 136 685 151     
ABN 68 846 923 225

Deer Park
106 Station Road 
Deer Park 3023 

St Albans
1 Andrea Street
St Albans 3021

Sunshine
Level 1, 499 Ballarat Road
Sunshine 3020

Altona Meadows
330 Queen Street
Altona Meadows 3028

Hoppers Crossing
117–129 Warringa Crescent 
Hoppers Crossing 3029 

Wyndham Vale
510 Ballan Road 
Wyndham Vale 3024

1300 472 432
W ipchealth.com.au
 E ipchealth@ipchealth.com.au  
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