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You have rights as an older person
Every person receiving aged care in Australia has rights protected by law.  
These include the right to:

	y Be treated with dignity and respect

	y Live without abuse, neglect, or exploitation

	y Receive safe, quality care and services

	y Have your identity, culture, and diversity valued and supported

	y Make decisions about your care and life

	y Have a person of your choice speak on your behalf

	y Give feedback or make a complaint without negative consequences

	y Access advocacy support

The Aged Care Statement of Rights
When you start receiving government-subsidised aged care, your provider 
has to ensure that their actions are consistent with the Statement of Rights. 
This includes ensuring that their aged care services are delivered by aged care 
workers who have appropriate qualifications, skills and experience.

What if something does not feel right?
If you are unhappy with a service, or if something worries you, speaking up is 
important. Many issues can be resolved quickly if raised early.

Step 1: Talk to your provider directly

Start with a conversation. You might speak to:

	y Your support worker

	y The service coordinator or manager

	y The provider’s feedback or complaints officer
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Be clear about what is bothering you and what you would like to happen 
instead. Often, providers want to fix problems and will work with you to find a 
solution. 

Step 2: Get advocacy support

If you do not feel comfortable raising the issue yourself, or if you have tried and 
are not satisfied with the response, an advocate can help.

Older Persons Advocacy Network (OPAN)

	y Free, independent, confidential

	y Advocates work for you, not for the provider or government

	y They can help you understand your options, prepare for conversations, and 
speak to the provider on your behalf

Call OPAN: 1800 700 600

Step 3: Make a formal complaint

If the issue is serious or remains unresolved, you can make a complaint to 
the Aged Care Quality and Safety Commission.

The Commission can investigate complaints about:

	y Quality of care or services

	y Safety concerns

	y Provider conduct

	y Failure to meet standards

Call the Commission: 1800 951 822

What if I am worried about someone else?

If you are concerned about the care or treatment of an older person – whether 
a family member, friend, or neighbour – you can also contact OPAN or the 
Commission for advice. You do not need to be the person receiving care to raise 
a concern.

You will not get in trouble for speaking up

It is against the law for a provider to punish you or treat you differently because 
you made a complaint. If you experience any negative treatment after speaking 
up, tell your advocate or the Commission.
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