
Welcome to the ACCV State Congress 
edition of Elder Behaviour 
 
This brief edition will give you a taste 
of the free email newsletter that we 
write for staff of aged care residential 
and community settings as a service to 
the industry. 
 
Two major changes that affect aged 
care providers and their staff are dis-
cussed in this edition (1) compulsory 
reporting of assaults and (2) changes to 
the complaints handling process for 
aged care providers. These changes 
will require considerable adjustment 

from providers and from their staff. 
 
We also discuss what it means to be 
person centred when sexual behav-
iour occurs in the context of demen-
tia. 
 
We hope you enjoy this edition of 
Elder Behaviour and the ACCV State 
Congress 2007 
 
Bernie McCarthy MAPS 
Managing Director 
McCarthy Psychology Services 

Welcome to ACCV State congress 

Compulsory reporting 
It has always been a duty of care for 
the aged care provider and their staff  
to report assaults, This has been at 
their discretion which has been a diffi-
cult responsibility for many who found 
exercising this discretion somewhat 
onerous. 
The new Ageed Care Amendment 
(Security and Protection) Act 2007 
makes such reporting compulsory.  
Compulsory reporting of assaults in 
aged care settings comes into effect on 
July 1st 2007.  
Responsibilities of providers under 
this new legislation are:  
• to report suspected or alleged 

abuse;  
• to ensure their staff report sus-

pected or alleged abuse 
• to provide a system to protect 

those who report such abuse 

A ‘reportable assault” is defined as  

• Unlawful sexual contact 

• Unreasonable use of force; and 
• Assault as specified in the Ac-

countability Principles and 
which constitutes an offence un-
der Commonwealth or State law. 

The only exception to this is if the 
assault is minor and is committed by 
a person who has a diagnosed and 
documented ‘mental impairment’. 
This requires that residents with de-
mentia or other cognitive impair-
ment have a documented assessment 
of their mental impairment. This can 
be done by a GP or specialist or a 
nurse. 
In addition each person with such a 
‘mental impairment’ must have a 
documented behaviour management 
plan in place prior to the assault tak-
ing place. Providers must ensure that 
if they are to avoid making compul-
sory reports of assaults by people 
with diagnosed dementia they must    

(Continued on page 2) 
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(continued from page 1) 

ensure these assessments and 
behaviour management plans are 
in place prior to July 1. 

Staff responsibilities 
The provider must report sus-
pected or alleged assaults within 
24-hours to both police and the 
Secretary of the Department of 
Health and Ageing. 
It is the providers responsibility 
to ensure that staff, contractors 
and agency staff  report to one of 

the key personnel, someone des-
ignated by the provider to re-
ceive reports, a police officer of 
the Secretary of the Department. 

Whistelblower protection 
There is protection to ensure that 
people who make reports are 
protected from termination, vic-
timization, or threats. However, 
it shuld be noted that this holds 
only if certain strict criteria are 
met in the reporting. 

 

This change will require consid-
erable vigilance from providers 
and senior staff as they ensure 
they are compliant with the sys-
tems and protocols required by 
this section of the Act.  

 
McCarthy Psychology Services 
can assist providers with assess-
ment of cognitive impairment 
and the writing of behaviour 
management plans. 
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Compulsory reporting 

ELDER BEHAVIOUR 

Complaints Investigation vs Complaints resolution 

The old Complaints Resolution 
Scheme had many faults, not the 
least of which was the difficulty 
aged care providers had in being 
able to defend accusations once 
made by disaffected complain-
ants. 
However, it had one admirable 
aim—the resolution of com-
plaints. This was often achieved 
before mediation was necessary 
but if it cam to it mediation was 
conducted in a professional and 
sober manner. Its goal was resolu-
tion and the mending of a frac-
tured relationship. This was more 
often than not beyond repair. 
 
The new scheme if Investigation 
will give a very different focus. It 
is not interested primarily in reso-
lution but in investigation. Com-
plaints once made to the scheme 
will be investigated and a judg-
ment made by the investigator as 
to whether the aged care provider 
has breached their responsibilities 

under the AgedCare Act 1997. If 
they are found to have breached 
their responsibilities they will be 
issued with a notive requiring 
certain actions to remedy the 
breach. They can appeal this to 
the Aged care Commissioner. 
 
It is uncertain how this process 
will affect both the nature of 
complaints made and the out-
comes. Ideally it would lead to 
improvements in the quality and 
consistency of care provided. In 
practice it is likely to make al-
ready stressed and stretched pro-
viders edgy and watchful.  
 
It should also prompt them to 
improve their complaints han-
dling practices and attitudes. 
Many complaints should not de-
velop beyond an initial mention 
of a problem to staff. However, 
staff regularly ignore these minor 
matters and they subsequently 
grow into substantial problems 
as people feel they have been 

fobbed off or ignored. Early in-
tervention and a focus on sus-
taining the relationship with cus-
tomers in a service ethic can pre-
vent many complaints coming to 
investigation in the first place. 
 
It is to be hoped that aged care 
providers will see this as an op-
portunity to improve their com-
plaints response practices by 
adopting a customer service fo-
cus. Proactive attention to the 
quality of relationship between 
provider and customer can avoid 
many problems developing.  
 
McCarthy Psychology Services 
can provide training in customer 
service and complaints handling 
for all staff, coaching for senior 
staff and management, and also 
act as an independent case man-
ager to assist both provider and 
complainant to achieve a resolu-
tion or mending of the relation-
ship in an effort to avoid com-
plaints investigation 



<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJDFFile false

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /Description <<

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /DAN <>

    /DEU <>

    /ESP <>

    /FRA <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /PTB <>

    /SUO <>

    /SVE <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



