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1. Context

Southern Cross Care (SCC) is committed to delivering compassionate, high-quality aged care services in a safe,
respectful, and inclusive environment for all residents, workers, volunteers, and visitors. This policy sets out SCC’s
expectations regarding the behaviour of customers, including residents, their families, carers, representatives,
and other visitors to our services. SCC is committed to providing a healthy and safe work environment in
accordance with WHS regulatory requirements.

It outlines how SCC will respond to unreasonable, inappropriate or unsafe behaviour, particularly from visitors,
that may impact the wellbeing of residents, workers, or the broader care community.

2. Commitment and Scope

SCC is committed to ensuring the health, safety, and wellbeing of workers, residents, and visitors by fostering
respectful behaviour. We support a safe, welcoming, and compassionate environment where every person is
Known & Loved. This policy is in alignment with the Charter of Aged Care Rights and our commitment to
psychological safety.

3. Quality
SCC has had regard to the following quality frameworks in the development of this policy and guideline:

e  Aged Care Act 2024 (Cth)
e Strengthened Aged Care Quality Standards 2025

e  The NDIS Commission Quality and Safeguards Practice Standards

4. Compliance

SCC recognises that work and health safety (WHS) is a regulatory requirement under the:
e Work Health and Safety Act 2011 (Qld)
e Work Health and Safety Regulations 2011 (Qld)
e Work Health and Safety Act 2011 (NSW)
e Work Health and Safety Regulations 2025 (NSW)
e Occupational Health and Safety Act 2004 (Vic)
e QOccupational Health and Safety Regulations 2017 (Vic)
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5. Related Policies, Procedures and Documents

e Code of Conduct (Workers, Residents & Visitors)
e Feedback Management Policy and Guideline

e |ncident Management Policy

e |ncident Management Guideline

e Risk Management Policy

e Risk Management Guideline

e Animals in the workplace Policy

e Statement of Rights

e Health Safety and Wellbeing Policy

e WHS Manual

e WHS Hazard Identification and Risk Management.

6. Procedures
6.1 Mutual Expectation of Respect and Fairness

SCCis committed to treating all residents, families, and visitors with dignity, empathy, and respect. In turn,
we expect that all family members and representatives, and visitors behave in a manner that reflects these
same values.

This includes:

e Communicating respectfully with workers and residents

e Recognising the professional role of care workers and nurses

e Respecting the rights and privacy of all other residents.

This supports:

e Strengthened Aged Care Quality Standard 1: the individual

e A psychologically safe workplace as required under WHS legislation.
6.2 Abusive or Aggressive Behaviour by Visitors Will Not Be Tolerated

SCC has a zero-tolerance policy for any form of violence, aggression, or harassment, whether directed at
workers, residents, volunteers, or other visitors.

Unacceptable behaviour by visiting family members or representatives or visitors includes:

e Yelling, swearing, or making offensive or discriminatory remarks

e Threatening workers or other residents
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e Taking photos or recordings of our people and other residents without consent

e Refusing to comply with safety protocols or visiting rules

e Interfering with care delivery, resident routines, or other families

e Persistently undermining workers or refusing to follow lawful instructions

Response to Unacceptable Behaviour:

» A clear warning will be issued outlining the inappropriate behaviour and required standards
> If behaviour continues, the visit may be terminated, and future access may be restricted

> Allincidents will be recorded in SCC’s incident management system

» Where appropriate, SCC may involve external authorities, including police

These steps are in accordance with:

> The duties imposed under the Work Health and Safety Act (as applicable in each jurisdiction) or
the Occupational Health and Safety Act 2004 (Vic) and associated regulations.

6.3 Managing Unreasonable Demands from Family Members or Representatives or visitors

We understand that families and representatives or visitors want the best for their loved ones, and we
encourage respectful feedback. However, repeated unreasonable demands or conduct that disrupts care
or impacts workers wellbeing will not be accommodated.

Unreasonable demands may include:

> Insisting on actions that are not clinically appropriate or not within SCC's authority or in
opposition to what the older person wants

> Repeatedly raising the same issue after resolution

> Attempting to direct or control workers or care plans without appropriate legal authority
> Contacting multiple workers or executives in parallel to bypass resolution processes.
Management strategies may Include:

> Limiting contact to designated workers

Requiring that all communication be in writing

Declining to respond to issues already resolved

Y V V

Implementing a visitor management plan or restricting access to the service especially where
these visits have a negative effect on the person(s) they are visiting either during or following the
visit.

These actions will be guided by a formal risk assessment and undertaken in consultation with the care
team and senior leadership.
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6.4 Documentation and Escalation

All significant incidents of unreasonable behaviour or aggressive conduct will be documented in SCC's
incident management or customer record system. This ensures transparency and consistency in the
management of such matters.

Escalation will occur as follows:
e Initial incidents are reviewed by the relevant Service Manager

e Serious or repeated incidents are escalated to the relevant Executive (e.g. Chief Operating Officer,
Chief of People & Mission or Head of People & Culture)

e Formal visitor management plans may be implemented

e In cases where safety is at risk, SCC reserves the right to restrict or deny access in accordance with
legal obligations under WHS legislation and duty of care principles.

6.5 Visitor Expectations and Your Role in Care

We value the partnership between SCC and families in the delivery of care. Visitors play a vital role in
maintaining resident wellbeing, but must also:

e Respect the rights and routines of all residents

e Follow visitor access protocols, including check-in, PPE use, or infection control measures
e Avoid disrupting scheduled care or clinical activities

e Support workers by communicating concerns through the appropriate channels.

We encourage representatives, family members and visitors to raise concerns through:

> The Service Manager or Care Leader

» The Feedback process

> Scheduled care meetings and family conferences (nominated supporter/representative).

6.6 Communicating Requirements of this policy to people receiving SCC services

The expectations and requirements of this policy and procedure will be communicated including but not
limited to:

e on commencement of provision of SCC services
e SCC communications such as resident and client agreements, handbooks, newsletters, signage and
posters.
7. Accountability and Responsibilities

The Board, through the Chief Executive Officer (CEO) are accountable for the ensuring this policy and guideline is
complied with.
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The CEO delegates responsibility to the Chief Operating Officer, through the respective Head of; is accountable
for the proper operation of this policy and guideline in each operational program. The Chief of People and Mission
is responsible for the accuracy and currency.

Managers of all services are responsible for ensuring this policy and guideline is complied with in their areas of
responsibility.

All workers are responsible for complying with the policy and guideline as relevant to their role.

8. Quality Improvement

SCC values feedback from stakeholders and is committed to system and process improvement. Feedback and
suggestions about this policy and guideline should be directed to quality@sccgld.com.au.

9. Terms and Definitions

The following key terms and definitions apply to this policy and guideline:

Term Definition

Agency Worker A person engaged under a labour hire arrangement with an external agency to perform work
duties for an Organisation. The Organisation is the host employer; however, there is no
employment relationship between the Agency worker and any Organisation (for example, an
Agency Nurse or Physiotherapist.)

Associated Provider Under the Aged Care Act 2024, all organisations and individuals who deliver services on behalf
of a registered provider are formally recognised as Associated Providers.
Consultant A person who is engaged to provide professional services on an ‘as needed’ or ad hoc basis,

either as a sole trader or via an external business or a company to provide advice and/or support
to the Organisation’s business activities. There is no employment relationship between the
Consultant and the Organisation. For example, a lawyer, auditor or business consultant. A
Consultant is not a worker for the purpose of this Policy.

Contractor A person who is engaged to provide professional services functions to the Organisation either as
a sole trader or via an external business or company that employs them. This person may be
based in an office and/or on site to provide services for a limited term or for the duration of a
project. The Organisation is the host employer; however, there is no employment relationship
between the Contractor and any Organisation (for example, a Project Officer, Change Manager
or Rehabilitation Services Contractor).

Employee An employee is a person paid a salary or wages to undertake work for SCC.

Leader A person in a leadership and management role including, but not limited to, an Executive, ‘Head
of’, Manager, Supervisor or Team Leader. Leaders may be responsible for a function, area
and/or team.

Southern Cross Care (Qld) Ltd ABN: 65 104 033 471 ACN: 627 193 962

SCC
Southern Cross Care Broken Hill
Volunteer A person who willingly gives their time for the common good of SCC and without financial gain.
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Term Definition

Worker A person who carries out work for SCC as:

a
b

) An employee
)

c) Astudent gaining work experience
)
)

A trainee

d
e

A volunteer
A consultant or

(
(
(
(
(
(f) A contractor.

10. Version History

Version Date Description of change and reason for change

V1 09/09/2025 First issue. New document

V2 16/06/2026 Legislative updates to Pts 3 and 5, 6.1, add associated provider.
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