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Welcome to Banksia Lodge 
 
Enclosed is a range of information about the care services, activities and facili-
ties available to our residents at Banksia Lodge, including financial information 
and an application form.   
 
To commence your admission application we will need to obtain a range of in-
formation from you.   Please contact our Lodge Liaison Officer, Sarah Delaney,  
on (tel) 02 4471 6091, who can assist you with this process. 
 
We look forward to welcoming you to Banksia Lodge. 
 
Warm regards,                                           

 
 

Suzanne Coleman 
Lodge Manager 
Banksia Lodge 
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Banksia Lodge 
 
 

 

Our purpose 
 

 To serve and support the aged, while recognising their  
individuality and dignity. 

 
 

Our vision  
 

 To be a leader in providing innovative flexible care and accommodation 
 for older persons in the Eurobodalla region. 
 
 

Our key values guide everything we do  
 

 We respect the dignity, grace and individuality of the Banksia community. 
 
 We are honest, open and transparent in our dealings with residents, their 

families, our staff, and the wider community. 
 
 We provide sustainable and equitable working conditions for our staff 

and volunteers. 
 
 We value teamwork, quality and accountability in all that we do. 
 
 We encourage the involvement of those in our care, their families, our 

staff and volunteers and the wider community in the planning and       
provision of innovative, flexible and accountable services. 



 4 

 

Our philosophy of care 

 

The management and staff of Banksia Lodge strive to provide excellence in 
care, recognising and valuing each person as an individual. 

 

Within this framework our efforts are directed to the holistic needs of each of 
our residents.  This is based on individual care plans that encapsulate all facets 
of daily living  including  religious, cultural, social and human needs. 

 

Our hope is that all our residents will consider Banksia as their home, and our 
staff part of their extended family.  Our staff work co-operatively together as a 
team, and will act in a friendly manner, promoting a supportive environment 
and respecting each the dignity and privacy of all who receive care at Banksia. 

 

We believe that our residents’ friends and family are part of our team. We 
work together with them to provide the best support we can for our residents.  

 

We encourage residents to participate in the wide range of daily activities 
available, according to their choice and capabilities, to support them in main-
taining their life skills. We assist them in seeking and receiving medical atten-
tion as required and to maintain their “Resident Status” until such time as 
Banksia is unable to provide an appropriate level of care.  

Banksia provides a home-like environment which strives for excellence in care, 
and continuous improvement promoting security of tenure and hence peace 
of mind. 
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Our care services 
 

Banksia Lodge provides a complete range of care services for residents. Ser-
vices include: 

 
 All food preparation and delivery, including morning and afternoon teas 
 All cleaning of rooms, and laundry services, including personal clothing, if     

required 
 24 hour on call emergency assistance 
 A range of social activities and programs for those who wish to partici-

pate. 
 
A more extensive list will be provided when you arrive. 
 
Our care staff can also support residents with rehabilitative programs where 
appropriate, including  individual support. 

 

Personal care services  
 
Care staff can provide personal assistance if required with: 
 
 Bathing and showering 
 Personal hygiene 
 Dressing, undressing and grooming 
 Cutting food and assistance with meals 
 Transfer and movement about the Lodge. 
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THE CHARTER OF RESIDENTS’ RIGHTS AND  RE-
SPONSIBILITIES 

  

A) Each resident of a residential care service has the right: 
 
 To full and effective use of his or her personal, civil, legal and consumer 

rights. 
 To quality care which is appropriate to his/her needs. 
 To full information about his/her own state of health and about available 

treatments. 
 To be treated with dignity and respect, and to live without exploitation, 

abuse or neglect. 
 To live without discrimination or victimization, and without being obliged to 

feel grateful to those providing his/her care and  accommodation. 
 To personal privacy. 
 To live in a safe, secure and homelike environment, and to move freely both 

within and outside the residential care service without undue restriction. 
 To be treated and accepted as an individual, and to have his/her personal 

preferences taken into account and treated with respect. 
 To continue his/her cultural and religious practices and to retain the lan-

guage of his or her choice, without discrimination. 
 To select and maintain social and personal relationships with any other per-

son without fear, criticism or restriction. 
 To freedom of speech. 
 To maintain his/her personal independence, which includes a recognition of  

personal responsibility to his/her own actions and choices, even though 
some actions may involve an element of risk which the resident has the 
right to accept, and that should then not be used to prevent or restrict 
those actions. 

 To maintain control over, and to continue making decisions about, the per-
sonal aspects of his/her daily life, his/her financial affairs and possessions. 

 To be involved in the activities, associations and friendships of his/her 
choice, both within and outside the residential care service. 

 To have access to services and activities which are available generally in the 
community. 

 To be consulted on, and to choose to have input into, decisions about the 
living arrangements of the residential care service. 
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THE CHARTER OF RESIDENTS’ RIGHTS AND RE-
SPONSIBILITIES continued….. 

 
 To have access to information about his/her rights, care, accommodation, 

and any other information which relates to him/her personally. 
 To complain and to take action to resolve disputes. 
 To have access to advocates and other avenues of redress. 
 To be free from reprisal, or a well-founded fear of reprisal, in any form for 

taking action to enforce his/her rights. 

  
  

B) Each resident of a residential care service has the  
 Responsibility to: 
  
 Respect the rights and needs of other people within the residential care 

service, and to respect the needs of the residential care community as a 
whole. 

 Respect the rights of staff and management to work in an environment 
which is free from harassment. 

 Care for his/her own health and well-being, as far as he/she is capable. 
 Inform his/her medical practitioner, as far as he/she is able, about his/her 

relevant medical history and his/her current state of health. 
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Your room 
  
You may wish to bring some of your own furnishings such as your favourite 
chair, a television/DVD/video, a radio/CD, a bedside light or a small table/chest 
of drawers, and other personal items such as photos, memorabilia, books and 
music.  
  
Banksia Lodge has an obligation to provide a safe environment for residents, 
staff and visitors in all areas of the Lodge, including each resident’s room.  We 
must therefore insist that a safe environment is maintained.   When furnishing 
their rooms, residents are requested to ensure easy access for staff for cleaning 
or assisting the resident in other ways.  Excess furniture and clutter is danger-
ous to both residents and staff, and is therefore not permitted. Ongoing  moni-
toring will occur to ensure standards are met.  Residents are also responsible 
for maintaining a safe environment in their rooms. 
  
Residents are requested to position their bed away from the wall to allow free 
access around the bed. 
  
All electrical items will need to be tagged and tested by the Lodge Maintenance 
team before the items can be used by the resident, and then annually. 
 

Pets 
As a general rule pets are not permitted in the Lodge.  Long term animal com-
panions may be given consideration; however special permission must be ob-
tained from  Lodge management. 
 

Room cleaning services  
Cleaning of residents’ rooms is scheduled weekly.  Resident are requested to 
vacate their room while staff conduct cleaning.    
 
Dusting of ornaments  and personal memorabilia is the responsibility of the 
resident or their family, due to the risk of breakage. 
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Your room  
Laundry 
Laundry facilities are available for all residents.  If you prefer to manage your 
own laundry, you will be allocated a day of the week when you will be able to 
do so.  However, if you require staff to assist you with your laundry, this will be 
done once a week on the same day.  Sheets, towels, pillowcases and bath mats 
are supplied and laundered by our laundry service. 
 
Please note: 
 Any delicate or woollen items of clothing cannot be washed at our laundry 

and must be either attended to by your family or friends or sent to a local dry 
cleaner.    

 All clothing must be permanently marked with your name. 
 

Refrigerators and cooking 
A small refrigerator is supplied to each room so that residents can keep small 
supplies of milk, cool drinks etc.   Cooking is not permitted in your room.  
 

Maintenance and equipment 
Residents are encouraged to be independent in managing maintenance of their 
room.  Maintenance Request forms are available in the Reception area, and resi-
dents can complete a form to notify staff if you require any maintenance or re-
pairs in your room.  Your request will be recorded on Banksia’s Maintenance log.  
Only Banksia Maintenance staff are permitted to attend any maintenance/
repairs and alterations to your room. 
 
Hot water temperatures are regulated to ensure safety of use.  Replacement 
electric light globes and fluorescent tubes are supplied by Banksia Lodge and 
fitted by our Maintenance staff. 
 
All rooms are fitted with air conditioning.  No other means of heating or cooling 
are permitted other than those supplied by Banksia Lodge, due to fire and safe-
ty  requirements. 
 
Personal garden space/potted plants are to be maintained by the resident or 
their family. Common gardens are maintained by Banksia’s gardeners, who carry 
out all necessary watering, planting, pruning etc.  Our gardening staff are happy 
to provide advice about any potted plants you may have. 
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Furniture and fixtures 
Residents are not permitted to add to or alter any of the furniture or fixtures 
supplied in their room without express permission of Lodge Management. 

 
Keys 
Upon request, each resident will receive a key for their front door and a key for 
a lockable drawer.  We recommend that residents lock the front door when 
leaving their room. 
 

Lockable drawer 
A lockable drawer is provided in each resident’s room for the security of per-
sonal items and for those who self-medicate. 
 

Fire safety 
All rooms are fitted with a sprinkler system and/or smoke detector.  In the 
event of a fire, residents are requested to wait in their room if it is safe to do so 
and follow instructions from staff if evacuation is required.  Evacuation maps 
are displayed throughout the Lodge. 
 
All Banksia staff receive compulsory fire safety training and are competent to 
handle emergencies.  Please immediately report anything that may cause harm 
so that our staff can take appropriate action. 
 

Smoking  
We have a non-smoking policy within all Banksia's buildings. Please ask staff 
where the nearest designated smoking area is located, and please use the ash-
trays provided. 
 

Chemical safety  
Residents are not permitted to store any chemicals (eg for cleaning etc) in their 
rooms.    
 

Telephones  
Telephones can be connected in-room for permanent residents.  The resident 
or their representative is required to organise installation directly with the ser-
vice provider.  Please note that if you choose to do so, you will enter into a con-
tract with an external telecommunications service provider that will be your 
full financial responsibility.  Local telephone books are available on request.  
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Mobile telephones 
Mobile phones are permitted but please note that reception in rural/regions 

can be limited. 
 

Changing rooms (security of tenure)  
Your room remains your room, unless you request a change and we are able to 
provide this alternative or where, after consultation and review of your care 
needs, a change would be beneficial for your care and safety and that of other 
residents and staff. 
 

Dining – meals and drinks 
Our dining rooms provide three cooked meals daily, plus morning and after-
noon tea.  Meals are prepared and cooked onsite in accordance with the health 
standards of relevant government food safety regulations.  
 
If bringing food into the Lodge, please ensure that you notify staff and enter it  
in the food register. 
 
 Breakfast is served in our  dining room  from 7:15 am.  We endeavour to 

accommodate your needs by respecting your usual rising time. Individual 
breakfast routines will be a priority when this is achievable.  Please note that 
our ability to do this can change without notice, and that this flexibility 
needs to be based on a mutual understanding between residents and staff.  
Tea and coffee making facilities are available to residents at all times.  

 
 Lunch is served in our  dining room  from 12:20 pm to around 1:30 pm, or 

until residents have all had their meal and enjoyed some social time after 
the meal.  Lunch is the main meal of the day, and the menu is reviewed by 
the residents’ food committee to ensure the quality and selections meet the 
high standard residents expect as well as ensuring ‘favourites’ are added.  

 
 Dinner is served in our dining room  from 5:15 pm. This usually includes a 

soup in winter accompanied by a light supper or  refreshments in summer. 
                    
The Menu Board is located near the dining rooms.  If residents wish to have an 
alternative menu, please talk to our staff early in the morning to note your re-
quest; alternatives will be accommodated where possible. Each resident re-
ceives a copy of their menu selection. 
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Special diets  
You or your relatives or representatives should inform us of your food            
requirements, including any  special diets, allergies, religious or cultural         
requirements concerning diet and food preparation.  All residents’ preferences 
are respected and we will always try to accommodate these.  

 

Special cutlery and utensils 
Thick handled cutlery and plate guards are available for residents who may re-
quire these. 
 

Dining seating  
Our residents tend to sit at the same table for each meal, as in a typical family      
environment. Staff will endeavour to arrange seating with residents who have 
similar interests.  
  

Dining out 
Residents are asked to notify Care and Kitchen staff if they will be dining out 
for a meal. 
 

Meal guests  
Families and friends are always very welcome to share a meal at the Lodge.  
Please advise Kitchen staff as soon as possible if you will be having a meal 
guest, for catering purposes.   A fee will be charged for the guest’s meal;  staff 
will  advise you of the cost, which is payable on the day.   
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General information 
  

Lodge leave  
Residents are required to notify staff if they intend to leave Banksia Lodge for 
an overnight stay or longer.  Families of the resident are also required to noti-
fy staff if they will be away for any length of time and to provide a telephone 
contact number. 

  

Mail  
Receipt and despatch times for mail vary during the day.  Mail for residents is 
placed on the residents’ dining room table. (Note: stamps can be purchased 
from the Administration Office.)  
  

Transport/shopping bus  
The Banksia bus provides transport to: 
 
 Batemans Bay every Tuesday at 9.30 am, returning  at approximately 

12.15 pm 
 Moruya every Friday departing at 9.30 am and returning by 12.15 pm.   
 
Bookings are essential and a small charge will be applied to cover travel costs.  
Seating is limited. 
 
Where possible family are asked to provide transport. Volunteer drivers or a 
taxi can be arranged for social or medical visits; however, this may not always 
be possible to arrange. Residents are obliged to pay for the fares.  
  

Absences 
Please sign the register on the table outside the Administration Office when-
ever leaving Banksia lodge, noting the estimated time of your return.  (This is 
a fire safety regulation.) 

 

Money and valuables 
No responsibility is accepted by Banksia Lodge for money or valuables kept at 
Banksia Lodge in residents’ rooms. Personal property insurance is the  
resident’s responsibility. 
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Lost and found 
Any items found or lost should be reported to the Administration Office for 
either safe keeping or investigation.  
 

Recreational activities  
Our Social Activities Leisure & Lifestyle Team run many activities each week, 
with the aim of helping residents stay active, social and healthy. Activities in-
clude Tai Chi, sing-alongs, seniors’ concerts,  art and craft classes, computer 
activities, Men’s Shed, and bus trips.  A monthly calendar of activities is dis-
played near the  Activities area. 
 
 Tai Chi - Tai Chai classes are held in the Activities Room every Thursday 

morning.  
 
 Bingo - is played in the Activities Room every Thursday, beginning at 

1.30pm. 
 

Weekly outings  
Residents are invited to attend a social outing at the nearby Tomakin Sports & 
Social Club each Monday.  The bus departs between 9.00 - 9.30 am from the 
Lodge front entrance, and returns at 2.00 p.m.   There is a small charge for 
the day which entitles you to a midday meal and entertainment.  Your meal at 
the Club is subsidised by Banksia Lodge. Please ask our Care staff to make ar-
rangements if you wish to attend.  
  

Banksia Lodge newsletter 
Our newsletter is printed quarterly, and includes a range of regular features 
including updates from Banksia’s CEO and Director of Care. 
 

Nail care  
Volunteers trained in nail care by the Australian Red Cross provide nail care 
services every second Wednesday morning between 10.00am and 12 noon.  
Permanent  or casual bookings can be made for you— please advise the 
Lodge  Administration Office if you would like to book. 
 

Hairdresser 
Our hairdressing salon is available for haircuts, shampoos and sets, perms etc.  
If you would like our hairdresser to contact you ,you will need to complete a 
disclosure form. 
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Church services 
Held every Wednesday —all residents are welcome to attend.  A Mothers’ Pray-
er Group meets every Monday, and Catholic communion is taken on Friday 
morning every three months.  Both are held in the Quiet Room. 
 

Lodge resident meetings 
Held every eight weeks; residents will be advised of the date and time.  Families 
are welcome to attend. A feedback form is circulated prior to the meeting for 
residents who may not want to raise an issue  in open forum.  
 

Resident’s comments and suggestions 
Your happiness and satisfaction are vital to us and we welcome all comments 
and suggestions.  Suggestion boxes are available on the writing desk outside the 
Administration office and at the Residents’ Information Centre near the hair-
dressing salon.    
 
We also conduct an annual survey to monitor how well we are meeting our res-
idents’ needs, and again we welcome any suggestions through this process. If 
you require any assistance in completing the survey, please talk to a staff mem-
ber. 
 

Complaints 
If you have a complaint or concern, please do not hesitate to talk with Lodge  
management straight away — some issues can be resolved quickly and easily. 
All discussions will remain confidential and, like all aged care providers, we have 
a complaints investigation process in place.  Residential aged care providers al-
so must report incidents of sexual or serious physical assault to the Police and 
the Aged Care Complaints Investigation Team. This is a legal requirement under 
the Aged Care Act.  
 
If you feel that your concern or complaint has not been resolved by Banksia 
Lodge management, the Aged Care Quality and Safety Commission can support 
you, with information and options, to resolve your concern.  For further infor-
mation about this service please go to the following website 
www.agedcarequality.gov.au/making-complaint  
Continued over... 
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General Information continued….. 
 

You can make a complaint: 
 
 Online, at www.agedcarequality.gov.au/making-complaint/lodge-complaint 
 
 by calling Free-call 1800 951 822 during business hours 
 
 or by writing to:  

Aged Care Quality and Safety Commission 
GPO Box 9819 
Sydney NSW 2001 

 

Witnessing documents 
Banksia staff are not permitted to witness or sign any legal documents for you or your 
relatives. These policies are in place to protect  everyone from allegations of improp-
er conduct by you or a staff  member. Please contact Banksia Management team for 
more information or if you require assistance in this matter. 
  

Assistance with finances 
Banksia management can assist residents with their daily finances either by helping 
them to write out cheques or by setting up an “Access” account at the Lodge Admin-
istration office. An Access account is setup in the resident’s name, and the resident or 
their  representative deposits money into the account. Funds are used to pay small 
accounts and cover cash withdrawals at the resident’s request.  All withdrawals are 
dated, and the name of the payee and the balance is recorded.  The Lodge Admin-
istration Office will contact the resident/representative when additional funds are re-
quired to keep the account in credit.  Access to these accounts is limited to the resi-
dent/representative or Banksia Care staff if prior authority has been documented.  
 

Newspapers/magazines  
These can be ordered and delivered daily from the local newsagency.  A monthly ac-
count will be issued to the resident/representative from the newsagency. Alternately, 
Banksia provides current newspapers and magazines, which are located in the 
lounge.  These are for the convenience of all residents, and should remain in the 
lounge. 
  

Banksia Village centres — Grevillea Centre and Waratah Centre 
These centres are for the benefit of residents of Banksia Lodge; our independent re-
tirement living village, Banksia Village; and, by invitation, residents’  immediate family 
members and guests.  They are intended to provide facilities for social interaction 
and events. 
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Waratah Centre has a heated swimming pool/spa and is available for residents’ 
use.  Carpet bowls, billiards/snooker table, darts, table tennis, jigsaw puzzles and 
games are also available in the Waratah Centre. 
 

Grevillia Centre has a large function room with a commercial kitchen, hearing 
loop  and audio-visual facilities.  A lap pool and gym are located adjacent to the 
Centre. 
 

Both centres have access codes for security;  residents are required to sign the 
register in each entrance foyer on entering and leaving either Centre.  All users of 
the centres are responsible for ensuring the quiet and orderly  conduct of them-
selves and their visitors.  Under 18’s are welcome in the Centres provided they 
are fully supervised by their relatives and the resident at all times.  
 

Health 

Care planning 
On admission, our staff will consult with you, your relatives or representative, 
and your doctor to determine your immediate care needs. During the following 
few weeks, other aspects of your requirements will be determined and a full care 
plan developed.  At this time you and your relatives will be invited to make an ap-
pointment to discuss the care plan.  This is an opportunity to share ideas and ad-
just the plan where necessary.   
 

Your care needs will be regularly monitored and assessed to ensure the services 
provided continue to meet your individual needs. 

  
In keeping with the “Residents Right/Responsibilities Charter”, residents should 
be responsible “for his/her own health and wellbeing as far as he/she is capable 
and to inform their doctor as far as he/she is able about his/her medical history 
and his/her current state of health”. 
 

Medications 
If you elect to, or if your doctor assesses that you need assistance with your 
medication, our Care staff will ensure that prescribed medications are delivered 
to you at the appropriate time on a daily basis via the Webster Pack system.  Care 
staff can also assist you with eye drops, creams, blood  pressure monitoring etc.  
Banksia currently uses Broulee Pharmacy for its pharmaceutical requirements. 
 

Please do not bring any medications that you no longer take or any medications  
that have been ceased by your doctor.  These old medications should be  

returned to your pharmacist for destruction. 
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If you choose to administer your medications, certain conditions apply: 
 
 You must obtain from your doctor a signed “Capacity to Self Medicate” form  (a copy 

is provided with other forms in this pack). 
 Your medication must be kept at all times in the lockable drawer provided for this 

purpose in your room. 
 You will be responsible for ensuring that you have a sufficient supply of medications. 
 You will be responsible for the ordering  and safe handling of your own medication. 
 
If you wish staff to administer your medications, your doctor will sign the “Incapacity 
to Self Medicate” form.   
 
If you do not wish to use the Lodge’s pharmacist, you must advise us of your choice 
when completing your admission papers. 

 

Emergency call button 
An emergency call button is located near your bed, with a second in the en-suite.  The 
system is used by residents who are in need of assistance, unwell or have suffered an 
injury.  Emergency call alerts are attended by Care staff 24 hours a day. 

 

Medical practitioners  
You are able to choose your own doctor.  Where your doctor does not offer residential 
visits, you must be able to arrange and attend regular appointments at the doctor’s 
surgery. We ask residents to consult their doctor at least every three months and to 

notify staff of any changes in their health status or any changes to their medication. 
 

Doctors’ clinic 
Doctors from Queen St Medical Centre (Moruya) and Moruya Medical Centre hold clin-
ics at Banksia Lodge every week.  If you are a patient of either of these surgeries, you 
will be able to access this service. 

 

 Allied health referrals 
The need for various other therapies and services may be identified on admission and/
or during the development of your care plan. A number of allied health providers regu-
larly visit Banksia Lodge. If a referral is required  (eg, for a dietician, podiatrist, speech 
pathologist or other allied health service) this can be arranged for you.  The Aged Care 
Act 1997 usually determines if this is paid by you or Banksia Lodge.  Please ask Lodge 
management for more information.  
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 Podiatrist — visits the Lodge every six weeks. Please see Lodge staff to ar-
range an appointment. (Department of Veteran Affairs’ residents will require 
a one-off referral from their local doctor and a completed D904 form.)   

 

 Physio—  visits the Lodge each Friday.   Please see staff to arrange an appoint-
ment.  

 

Residents have the right to choice; they do not have to use these services and 
may continue with their current providers.  
 

Care needs  
Banksia Lodge aims to meet the needs of residents on an individual basis.  We 
may be unable to continue to care for some residents who become frail and  re-
quire a level of care we cannot meet.  However, not all residents who need a 
higher level of care will need to leave the Lodge.  Where these residents can be 
safely cared for, they are welcome to remain for as long as possible or as long as 
they wish. If you do need to move to an alternative care provider, we will sup-
port your transition.  Any decisions regarding special care needs for individual 
residents will be discussed with each resident/representative and their nominat-
ed doctor, as required. 
 

Banksia Lodge has a No lifting policy for non-weight Bearing or difficult resi-
dents.  Residents requiring specialised care may not be able to be accommo-
dated at Banksia Lodge.  
  

Palliative care  
Palliative care comprises care services to improve the quality of life of people 
who have a serious or life threatening disease.  Where a resident requires pallia-
tive care, an individual palliative care program will be developed in accordance 
with their wishes.  Every effort will be made to continue to care for them and to 
provide any specialised services required. The program seeks to maintain their 
comfort and dignity; accommodate their religious, spiritual and cultural require-
ments; and facilitate extensive family involvement. For as long as care can be 
safely provided by our care staff, palliative care residents can remain at Banksia 
Lodge. (Please refer to the section on “Reasons you may need to leave the 
Lodge” for further information). 
  

Advanced Care Directive  
Advanced care plans are becoming more popular and are a good way to ensure 
that your wishes regarding end of life are understood.  A form is provided with 
this pack. If completed, Banksia will require a copy. Banksia encourages residents 
to have an Advance Care Directive in place. 
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Information privacy policy 
1. Reason for collecting information 

Banksia Villages only collects information that it needs in order to provide its 
products and services. Banksia Villages is a private operator of residential aged 
care facilities providing care and services to residents. Its services include, but 
are not limited to, the provision of: 
 
 private residential aged care facilities 
 care and services to residents 
 Respite and ageing in place within our homes. 
 
Banksia Villages needs to collect certain personal information to effectively 
provide such services, ensure the health and safety of individuals receiving 
such services, and to assist in determining the type of services it should be  
providing for a particular individual. 

2. Type of information requested 

Information that Banksia Villages may collect includes, but is not limited to: 
 
 your name, gender, address, phone number(s) 
 your date of birth 
 your health information 
 your billing details 
 records of our interactions with you such as system notes and voice record-

ings of telephone conversations you have had with our employees 
 your preference for particular activities and/or events and 
 feedback on services. 
 
Banksia Villages will endeavour to collect all information directly from you. 
However, from time to time, we may also collect information from other 
sources, such as your family. 
 
If you choose not to provide information that Banksia Villages requires to pro-
vide its services effectively, we may not be able to provide you with certain 
service. 
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3. Use of personal information 

Banksia Villages uses the personal information it collects for the purposes of 
providing, managing and administering its service(s). This includes, but is not 
limited to: 
 contacting you in relation to any matter relating to you or the products and    

services provided to you 
 scheduling and booking activities 
 ongoing health monitoring 
 identifying health risk factors for individuals 
 quality assurance and client satisfaction 
 marketing, research and statistical analysis 
 practicing effective risk management 
 complying with relevant laws and regulations 
 resolving complaints. 

4.  Disclosure of personal information 

In order to provide, manage and administer our services and to operate an effi-
cient and sustainable business, Banksia Villages may also disclose information 
to third parties which may include but is not limited to: 

 contractors or service providers engaged by us 
 any persons acting on our behalf, including professional advisers 
 government and regulatory bodies (e.g. the Department of Health) 
 where disclosure is permitted or required by law 
 when another organisation helps us process transactions, store data, access 

data or provide services to you in order for them to perform their role. 
 
Where we engage contractors, service providers or others to act on our behalf, 
Banksia Villages will take reasonable steps to protect the privacy of all infor-
mation disclosed and requires such parties to comply with any relevant privacy 
laws. You have the right to ask these organisations or contractors for access to 
information they hold about you. 
 
If we send your personal information outside of Australia we will require that 
the recipient of the information complies with privacy laws and contractual ob-
ligations to maintain the security of the data. 
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5. Data quality 

Banksia Villages will take reasonable steps to ensure that any personal infor-
mation it collects, uses and discloses is accurate, correct and up to date. It does 
so via its own internal quality system and auditing procedures.   

6. Personal information storage and security 
Banksia Villages holds personal information in a combination of secure elec-
tronic and hard copy formats. The information we hold is stored within Austral-
ia. We take all reasonable steps to ensure that any personal information held by 
us is protected from misuse, loss, and unauthorised modification or  disclosure. 
Such steps include, but are not limited to: 
 

 secure physical storage of documents 
 premises security measures 
 network and communications security measures 
 quality system procedures. 
 

Banksia Villages will keep information for as long as it is required to be able to 
provide the intended service(s) or to meet legal and regulatory requirements. 
Banksia Villages will take reasonable steps to permanently de-identify or se-
curely destroy personal information that we no longer require for any purpose 
except in limited permitted circumstances. 
 

7. Accessing your personal information 
You have a right to reasonable access to any information that Banksia Villages 
holds about you. To request access to your information, please contact us (our 
contact details are outlined below). At the time you make your request, we may 
ask that you complete relevant forms. We reserve the right to charge a fee for 
providing access to certain information, as permitted by law, and you will be  
informed of this at the time of your request. We will always endeavour to meet 
your request for access within a reasonable timeframe and in the manner re-
quested by you if it is reasonable to do so. 

However, in some circumstances we may decline a request for access to infor-
mation, such as where we no longer hold the information, or where denying ac-
cess is permitted or required by law. If we are unable to give you access to the 
information you have requested, we will give you written reasons for this deci-
sion when we  respond to your request.  
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8. Correcting your personal information 

If you believe any information we hold about you is inaccurate, incomplete or 
out-of-date, you should contact us. We will respond to your request within a 
reasonable period and take steps to amend your records. 

9.  Your privacy online 

9.1  Online data collection and use 

When a user accesses Banksia's websites, anonymous technical information 
may be collected about their activities on the website. This may include infor-
mation such as the type of browser used to access the website and the pages 
visited. 

This information is used by Banksia to make decisions about maintaining and 
improving our websites and online services. This information remains anony-
mous and is not linked in any way to personal identification details. 

For more information, please refer to the website terms and conditions on 
www.banksiavillage.com.au/privacy-statement  

9.2  Cookies 

A “cookie” is a small text file placed on your computer by a web server when 
you access a website. Cookies are frequently used on websites. Cookies in 
themselves do not identify the individual user, just the computer used. We use 
cookies to collect data to help us determine which pages are most popular, 
peak usage times and other information that helps us make our websites easi-
er and more efficient for you to use. When you visit our websites we may set a 
cookie on your device so that when you next visit our websites it links to your 
personal information that is stored on our system. 

You can choose if and how a cookie will be accepted by configuring your pref-
erences and options in your browser. For example, you can set your browser to 
notify you when you receive a cookie or to reject cookies. However, if you de-
cide not to display cookies, then you may not be able to gain access to all the 
content and facilities of this website. 

http://www.banksiavillage.com.au/privacy-statement/
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10.  Contacting Banksia Villages 

If you have any questions, feedback or concerns about this policy or how your 
information is handled by Banksia Villages, you can contact us  by:  

 

Telephone:  02 4471 6091 (9am-5pm, Monday-Friday, AEST). 

Fax:  (02) 4471 8513 

Mail: 65 Heath Street, Broulee, NSW, 2537 

Email: suzanne.coleman@banksiavillage.com.au 

 

Banksia Villages will manage any concerns  directly with you. 

If you are not happy with our response, or if you do not feel your complaint 
has been resolved, you are able to seek advice from the Office of Australian 
Information Commissioner by calling 1300 363 992. 

 

mailto:caremanager@banksiavillage.com.au
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Reasons you may need to seek  
alternate accommodation 

 

Banksia Lodge is a facility that enables ageing in place where we have the ca-
pacity to do so.  
 
If a resident becomes more frail, we will assess our ability to meet their care  
requirements. If this assessment determines that a higher level of care is re-
quired than Banksia Lodge can provide safely , then the resident will be assisted 
to find appropriate  alternate accommodation.  Appropriate care may need to 
be sought out of the area if unavailable locally.  In these cases it would be ex-
pected that the resident concerned could be transferred back to the local area 
when a bed becomes available.  
  
 
 

Questions? 
  

We are all here to ensure you are happy, relaxed, and 
enjoy your new home. 

 
If you have any further questions, please feel free to ask our care staff 

or speak to our Lodge Liaison Officer. 
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What to bring for your room         
  
Disclosure: Residents are advised that Banksia Lodge is in the process of in-
troducing hospital-type  beds for the safety of residents and staff. Replacement 
will eventually be compulsory in all rooms within Banksia Lodge. 

                                           
Bedding 
Your own blankets or doonas, and pillows.  Bedspreads are permitted - no bed 
flounces/valances please.   
 
Banksia Lodge  provides all your sheets, towels and bath mats. 

 
Other furniture 
The following is suggested to furnish your room comfortably: 
 
 One bedside table and lamp. 
 One small table and two chairs. 
 One lounge chair or recliner chair. 
 One small bookcase or display cabinet. 
 One small outdoor setting comprising a solid table and two chairs. 
 Personal paintings and photographs may be hung on the walls, however, as 

with furniture, please note spaces is limited.  
 Electric kettles are permitted, but must be fitted with an automatic cut-off 

device.  
 Televisions, video or DVD recorders, and portable radios are permitted. Resi-

dents are asked to be mindful of noise affecting other residents and if re-
quested by staff to use headphones. 

 Microwaves are permitted, but may only be used to warm foods.   
 
Cooking is not permitted in resident’s rooms. 
 
Residents are permitted to decorate their room with window curtains at their 
own expense.  Vertical blinds are fitted to each room. 
 
Please note:  
If you wish to vary these suggestions please talk to us first ,and please do not 
overcrowd your room as this makes it difficult for staff to clean. 
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What to bring cont: 
 
Crockery and cutlery 
Minimal crockery, cutlery, cups, glasses etc is required as all meals are served in 
the Lodge dining rooms. Your room has space to store no more than a four 
place setting for personal use and entertaining friends and family. You will need 
to bring your own tea towel, and a small dust pan and brush if desired. 

 

Clothing 
Limited wardrobe space is available.  A good guide to is to allow seven changes 
of clothes per week for both winter and summer clothing. 
 
All clothing must be clearly labelled with your name. 

 
Pot plants 
A small number of pot plants is permitted for your patio area.  Pot plants are 
not permitted inside your room. 

 
 

Personal toiletries and face washers 
Residents are responsible for the supply of their toiletries and face washers.  
The Lodge provides toilet paper and soap for all residents. 

 
 

       What not to bring for your room  
 
 Shower curtains.  
 Bed-base valances. 
 Bed heads and bed ends (not permitted). 
 Bed sheets, bath towels and foot towels. 
 Laundry hamper. 
 Waste paper bin. 
 Old or ceased medications (these should be returned to your pharmacist for 

destruction). 
 
continued over….. 
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What not to bring for your room cont’ 

 
 Floor mats and shower mats (not permitted for safety reasons). 
 Electric heaters or fans.  
 Excessive items of furniture other than those already described, including 

beds which are old, heavy and difficult to clean beneath. 
 Pets, unless specific authorisation has been given by Lodge management. 
 Motorised mobility equipment, unless the appropriate assessments have 

been completed and authorisation has been given by Lodge management. 
 Excessive personal memorabilia.     

 Poisons or chemicals for plants or cleaning etc. 
 Brooms, mops, vacuum cleaners etc. 
 Large outdoor settings. 

 
Electric blankets and toasters are not permitted.   
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Banksia Villages 
Telephone:   (02) 4471 6031 - Admin 
Telephone:   (02) 4471 6091- Care Admin 
Facsimile:     (02) 4471 8513 
Email: Hannah.wellington@banksiavillage.com.au  


