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Complaints Mechanism

1.
If you have a complaint about any aspect of the service being provided to you, please speak with the office or CEO of Rural Home Nursing Service.  Phone Number:  026586 1540.

Our aim is to reach a mutual understanding of the problem and a possible solution.

2.
At no time should you think that the making of a complaint will result in retribution of any kind.  We want you to have an input in the service we provide to you and it is important to us that we get it right and that you inform us of any concerns/problems you have so that we can resolve the problem.

3.
If, after speaking with the office or Manager of Rural Home Nursing Service you feel that your problem has not been resolved, you have the right to ask for outside intervention; E.g.


a)
The Manager of Community Nursing DVA



Phone Number: 029213 7937


b)
Health Complaints Commissioner



Phone Number: 026621 7231



Address:
NSW Department of Health





Public Health Unit





31 Uralba Street





Lismore NSW 2480

Rural Home Nursing Service is committed to providing you with the highest level of care.  This includes protecting your privacy.  Rural Home Nursing Service complies with the Commonwealth Privacy Act and all other state/territory legislative requirements in relation to the management of your personal information.  We believe that our patient/clients can feel safe in the knowledge that we safeguard their personal information ensuring confidentiality is respected and information is stored securely.

What Information do we collect?

We collect information that is necessary for the provision of your health care and or home services.  This will include your name, address, telephone number, next of kin, DVA number (should you be a veteran).  Information will also be collected about your health history, your ethnic background or your current lifestyle to assist the healthcare team in ensuring the most appropriate level of care is provided. Our staff will always endeavour to be sensitive to your needs when obtaining personal information however they are also committed to acting in your best interest by making a thorough assessment 

of your requirements and medical history before commencing care.
How do we use your information?

Modern Health Care practices mean that your treatment will be provided by a team of health professionals working together.  Your care will involve your General Practitioner or Specialist, in some cases Occupational Therapist or Discharge Planners.  Our staff may consult with these health team members about your care plan.  These health professionals will share your health information as a part of the process of providing your care.  Of course, we will only do this while maintaining confidentiality of all this information.  Information will only be disclosed to those health care workers involved in your treatments.  In order to provide the best possible standards of care and service, we shall also use your information where necessary for the management of our Home Nursing Service and for activities such as quality assurance processes, accreditation, audits and education of our health care workers.  Where we use subcontractors to perform services such as home and garden maintenance, we require them to also comply with the Commonwealth Privacy Act and our Privacy Policy.

Access to your Health Information

You have a right to access the health information that we hold in your health record.  You can also request an amendment to your health record should you believe that is contains inaccurate information.  Should you wish to obtain access to your health record you can contact our policy officer who can give you more detailed information about how to obtain access to your health record.

If you have a Complaint about Privacy Issues

If you have a complaint about our information handling practices or feel that the privacy of your health information has been interfered with, you can lodge a complaint with our privacy officer or directly with the Commonwealth Privacy Commissioner.

Our Privacy Officer is happy to discuss any complaint you may have about the management of your health information or to answer any questions you may have about health information management practices and our Privacy Policy.  All complaints will be dealt with fairly and as quickly as possible.
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