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Purpose

This policy outlines Moyne Health Services' approach to receiving, managing and responding to
whistleblower disclosures and concerns across all services, including acute, aged care, community
health, allied health and corporate services.

Moyne Health Services is committed to fostering a culture of transparency, accountability, integrity
and continuous improvement by providing employees, consumers, carers, volunteers, contractors,
Board Directors and other stakeholders with a safe mechanism to report suspected misconduct,
unlawful conduct, fraud, corruption, unsafe practices, serious wrongdoing or breaches of legislative
and organisational requirements without fear of victimisation, discrimination or reprisal.

This policy supports Moyne Health Services' obligations under applicable Commonwealth and
Victorian legislation, including the Aged Care Act 2024, the Protected Disclosure Act 2012 (Vic) and
other relevant legislative and regulatory frameworks. It outlines the protections available to
whistleblowers, reporting pathways, investigation processes, and Moyne Health Services'
responsibilities for responding to disclosures fairly, confidentially and in a timely manner.

Scope

This policy applies to:
e Employees, volunteers, contractors, agency staff, and Board members
e Former employees, family members, carers, advocates, consumers

Definition of Key Words

Aged Care Act 2024: The Act.

Complaints Commissioner: Independent Complaints Commissioner of the Aged Care Quality and
Safety Commission

Improper Conduct: Conduct that is illegal, corrupt, or unethical, including acts of fraud, bribery,
financial mismanagement, abuse of authority, and conflicts of interest. Misuse of public office,
fraudulent use of resources, or criminal conduct by public servants.

Detrimental Action: Any action that negatively affects the whistleblower as a result of making a
disclosure. This could include harassment, discrimination, demotion, job loss, or any retaliatory act
against the whistleblower.

Public Interest Disclosure (PID): A formal disclosure made in accordance with the PID Act that
reports improper conduct or detrimental actions within public sector organisations.

Public Interest Disclosure Act 2013: PID Act

Protected Disclosure: A disclosure made by a whistleblower that is legally protected under the PID
Act. A protected disclosure cannot be used as a basis for retaliation or any form of victimisation.
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Statement of Rights: Under the Aged Care Act 2024, individuals accessing aged care services have
specific rights that protect them from discrimination, abuse, or neglect. These rights include the right
to:

Dignity and respect in their care, ensuring that their personal and cultural needs are met.
Access to services that are safe, appropriate, and tailored to their needs.

Freedom from harm, including physical, emotional, and psychological abuse.
Participation in decisions regarding their care and treatment.

The Statement of Rights empowers individuals to make complaints or raise concerns about their care
and services. This policy ensures that these rights are upheld throughout the whistleblowing process,
providing protection from retaliation or adverse consequences for individuals who raise concerns in
good faith.

Whistleblower: An individual, typically an employee or member of the public, who discloses
information regarding misconduct, improper conduct, or detrimental action occurring within an
organisation.

Whistleblower Information: Refers to the actual content of the disclosure or the details of what has
been reported by the whistleblower.

Policy Statement

Moyne Health Services (MHS) is committed to promoting a culture in which consumers, families,
carers, volunteers, employees, contractors and Board Directors feel safe to raise concerns, provide
feedback and report wrongdoing without fear of reprisal.

MHS welcomes complaints, feedback and protected disclosures as an important source of information
to support continuous improvement, consumer safety, quality care and organisational integrity.

MHS will ensure whistleblowers are protected. Disclosures are handled confidentially and those who
are the subject of a disclosure are afforded procedural fairness throughout the process.

Procedure
Complaints Function

The Complaints Function in the Aged Care Act 2024 is designed to provide a mechanism through
which individuals can raise concerns about aged care services, ensuring that complaints are handled
effectively, impartially, and in a timely manner. The goal is to address any misconduct or unsafe
practices and to improve the quality of aged care services across Australia.

Key aspects of the complaints function include:
e Accessible complaint channels for both consumers and employees.

o Clear procedures for investigating and resolving complaints.
o Ensuring confidentiality and protecting the rights of those involved in the complaint process.
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e Continuous improvement of aged care services based on feedback.

Function of the Complaints Commissioner

The Complaints Commissioner is a key figure in the Aged Care Quality and Safety Commission,
responsible for overseeing the complaints process. The Commissioner has the following functions:

Managing complaints related to aged care services.

Reconsidering and reviewing decisions regarding complaints.

Providing guidance and establishing protocols for handling complaints.

Ensuring consumer rights are protected and upheld throughout the complaints process.
Making guidelines for handling complaints and improving the quality of aged care services.
Engaging with relevant stakeholders to improve service delivery and resolve systemic issues.

ook wN =

Responsibilities of a Registered Aged Care Provider

A registered provider of aged care services has several key responsibilities under the Aged Care Act
2024:

e Provide Safe and Quality Care: Providers must ensure that the care and services delivered
meet the Aged Care Quality Standards.

o Establish Complaints Mechanisms: Providers must have systems in place to manage
complaints, ensuring these systems are accessible, responsive, and impartial.

o Respect Consumer Rights: Providers must respect the rights of consumers to give feedback
or raise complaints without fear of retaliation.

e Ensure Transparency: Providers must communicate clearly with consumers about how to
make complaints and the process involved.

e Support Whistleblowers: Providers must protect whistleblowers and ensure they can report
concerns without fear of discrimination or retaliation.

e Be open to feedback from consumers and staff alike.

o Create opportunities for employees and consumers to share their ideas for improvement.

o Listen to suggestions about how to improve the quality of care for older people and take
appropriate action to address issues raised.

Making a Complaint if You Have Difficulty Speaking or Understanding English

The Aged Care Act 2024 ensures that individuals with language barriers are not excluded from the
complaints process. Consumers with difficulty speaking or understanding English, or those who use
sign language, can make complaints with the assistance of:

o Interpreters: Providers are required to arrange for interpreters, including professional sign
language interpreters, to assist in making complaints or providing feedback.

o National Sign Language Program (NSLP): The NSLP can be accessed to ensure individuals
who are deaf or hard of hearing can fully participate in the complaints process.

e Translation Services: Providers must make available information in a range of languages to
support those with limited English proficiency.
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Encouraging Feedback from Aged Care Workers

A key part of improving the safety and quality of care is encouraging aged care workers to provide
feedback. Employers must:

o Create Opportunities: Employers must create and encourage avenues for employees to offer
feedback, whether through regular staff meetings, anonymous surveys, or feedback forms.

o Listen to Employees: Employers must listen to and consider suggestions from aged care
workers on how to improve care delivery and workplace conditions.

e Non-Retaliation: There must be clear policies that protect employees who offer feedback,
ensuring they are not subjected to retaliation or adverse consequences for raising concerns.

A Culture That Encourages Feedback and Complaints

A feedback culture is one where both consumers and workers feel safe, valued, and encouraged to
provide feedback or raise concerns. This culture is integral to the continuous improvement of aged
care services. Key characteristics of a feedback culture include:

e Openness: Consumers, families, and employees can express concerns or provide
suggestions freely and without fear of retribution.

e Constructive Dialogue: All feedback is taken seriously and used to inform improvements in
services, care practices, and workplace environments.

e Timely Action: Providers act on feedback in a timely manner, addressing issues as soon as
they arise to ensure continuous service quality.

A strong feedback culture leads to better care outcomes, a more engaged workforce, and an aged
care system that is continually improving in line with the needs and expectations of its consumers. It
helps identify areas of improvement, correct any systemic issues, and build trust among all
stakeholders.

Support for Whistleblowers

MHS recognises that making a disclosure can be difficult and stressful.
Support available may include:

e Employee Assistance Program (EAP).

e Access to People & Culture support.

e Access to advocacy services where appropriate.
o Workplace adjustments where required.

e Protection from victimisation or reprisal.

Any concerns regarding retaliation should be reported immediately to the CEO or an external
reporting authority.
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Main Stakeholders

1. Whistleblowers:

o Individuals who make disclosures to report misconduct or unethical behaviour within an
organisation.

o Whistleblowers are afforded legal protections under the Act to ensure that their identity
and safety are safeguarded throughout the reporting and investigation process.

2. Public Sector Bodies (including Health Services):

o Organisations such as the Victorian public health service that are required to handle
disclosures appropriately, investigate complaints, and report findings.

o These bodies are responsible for implementing effective procedures for managing
public interest disclosures.

3. Disclosures Coordinator:
o A designated officer within the public health service responsible for overseeing and
managing public interest disclosures.
The designated officer is the General Manager of People and Culture.
This individual will receive disclosures, assess them, and manage the investigation
process, including reporting to the relevant authorities when necessary.
4. Independent Broad-based Anti-corruption Commission (IBAC):

o The primary agency responsible for investigating corruption-related matters within the
public sector. IBAC is often involved in high-level investigations if the disclosure
concerns misconduct such as corruption or criminal activities.

5. Ombudsman Victoria:

o Handles complaints relating to poor administrative practices, maladministration, and
systemic issues in the public sector.

o The Ombudsman also investigates disclosures related to systemic or widespread
organisational failings.

6. Aged Care Complaints Commissioner:
o Responsible for overseeing the complaints process

Reporting Channels

MHS maintains a Whistleblower Management System that enables disclosures to be:

e Made in person, by telephone, in writing or electronically.
¢ Made anonymously.

e Received and managed confidentially.

e Assessed and responded to appropriately.

o Escalated to external authorities where required.

e Investigated in a timely manner.

e Recorded and monitored.

e Used to identify opportunities for quality improvement.
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The Chief Executive Officer is the designated Whistleblower Coordinator responsible for oversight of
the system.

Where the disclosure concerns the Chief Executive Officer, the disclosure may be made directly to
the Board Chair.

Disclosures can be made through multiple channels to ensure accessibility and clarity in the reporting
process:

1. Internal Reporting:
o The preferred initial route for making a disclosure is through the Designated
Disclosures Coordinator within the health service.
o The disclosures coordinator is responsible for managing disclosures internally,
protecting the whistleblower's identity, and determining the next steps.
2. External Reporting:
o If the disclosure involves serious misconduct or if the whistleblower feels that internal
reporting is not appropriate, they can report to external authorities:
= |IBAC (for corruption-related matters): Phone: 1300 735 135 | Website:
www.ibac.vic.gov.au
» Victoria Police (for criminal activity).
= Aged Care Quality and Safety Commissioner or Complaints Commissioner
» A staff member of the Aged Care Quality and Safety Commission
» Department of Health, Disability, and Ageing
= Your aged care provider or worker
= A responsible person of the aged care provider (such as a CEO or Board
Member)
= Anindependent aged care advocate - Older Persons Advocacy Network
(OPAN)
= Victoria Police: www.police.vic.gov.au
» Ombudsman Victoria: Phone: 03 9613 6222 | Website:
www.ombudsman.vic.gov.au

Investigation Process

The investigation process is in accordance with the Feedback and Complaints Policy.

1. Initial Assessment:
o When a disclosure is received, the Designated Disclosures Coordinator will assess
whether the disclosure meets the criteria outlined in Act.
o If the disclosure is deemed a valid public interest disclosure, it is passed to the
appropriate investigative body (Complaints Commissioner, IBAC, Ombudsman, etc.).
2. Investigation:
o Aninvestigation will be carried out by the designated body (either internal or external)
to assess the validity of the disclosure and determine if misconduct has occurred.
o Investigations may include interviews, gathering of documents, and reviewing practices
or policies.
3. Outcome:
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o The whistleblower will be informed of the outcome of the investigation, where possible,
without disclosing confidential information. If no misconduct is found, the disclosure will

be closed.
o If misconduct is found, corrective actions, such as disciplinary measures, reforms, or

further legal actions, will be recommended.

Records Management

MHS will maintain secure records relating to:
e disclosures received;
investigations undertaken;
actions implemented;
outcomes determined;
support provided to whistleblowers; and
improvement initiatives arising from disclosures.
Records will be maintained in accordance with privacy legislation, Public Record Office Victoria
requirements and aged care legislative requirements. Access will be restricted to authorised
personnel.

Procedural Fairness

MHS will ensure procedural fairness and natural justice for any person who is:

the subject of a disclosure;

named in a disclosure; or

affected by an investigation.

A disclosure alone does not constitute proof of wrongdoing.

Any findings will be determined based on evidence gathered during the investigation process.
Confidentiality and Protection for Whistleblowers

o Confidentiality Obligations:
o Whistleblowers’ identities must be kept confidential, unless disclosure is necessary for
the investigation or if the whistleblower provides consent.
o Unauthorised disclosure of a whistleblower’s identity or details can result in penalties
for those responsible.
e Protection Against Detrimental Action:
o The Act ensures whistleblowers are protected from retaliation such as harassment,
demotion, dismissal, or other detrimental actions.
o If retaliation occurs, whistleblowers can seek legal protection under the Act, including
remedies such as reinstatement or compensation.
e Anonymous Disclosures
o MHS accepts anonymous disclosures.
o Anonymous disclosures will be assessed and investigated where sufficient information
is provided to enable meaningful review of the matter.
o A person making an anonymous disclosure will receive feedback where practical and

where contact details have been provided.

If a Person Believes Protections Have Been Breached
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Any person who believes they have suffered detriment, victimisation, discrimination or retaliation as a
result of making a disclosure may report the matter to:

e Chief Executive Officer;

e Board Chair;

e People & Culture;

e Aged Care Quality and Safety Commission;

¢ Independent Broad-based Anti-Corruption Commission (IBAC);
e Ombudsman Victoria;

e Older Persons Advocacy Network (OPAN); or

o another authorised external agency.

MHS will investigate allegations of reprisal promptly and take appropriate action where required.

Making a Protected Disclosure

To make a protected disclosure:

1. The disclosure must be made in good faith and with reasonable grounds.
It must be disclosed to a person or agency that is authorised to receive disclosures, such as
the Designated Disclosures Coordinator or external agencies (Complaints Commissioner,
IBAC, Ombudsman).

3. The whistleblower must not act out of personal interest (e.g., revenge, personal gain, or
harassment).

What Can Be Disclosed

A protected disclosure may include information about:

e Corruption, fraud, or illegal activity: Including bribery, misuse of public funds, financial
mismanagement, or criminal conduct by employees or managers.

e Abuse of power: Misuse of authority or public office, favouritism, or conflicts of interest.

o Health and safety risks: Particularly risks that could endanger the safety or well-being of
patients or employees.

e Mismanagement of resources: Including misuse or waste of public or organisational
resources.

Key Aligned / Linked documents

Standardised Terminology Compliance
Employment Code of Conduct Policy
Feedback and Complaints Policy

References & Related Standards
Strengthened Aged Care Quality Standards
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NSQHS Standards

NDIS Practice Standards
NDIS Code of Conduct
Child Safe Standards
Code of Conduct

Legislation

Statement of Rights & Principles Aged Care Act 2024

Aged Care (Consequential and Transitional Provisions) Act 2024
Aged Care (Consequential and Transitional Provisions) Rules 2025
National Disability Insurance Scheme Act 2013

NDIS Rules

Public Interest Disclosure Act 2013

Statement of Rights & Principles

Risk Rating
High

-

Approval of Current Version

Name Position Signature Date
Author/Reviewer: Roselie Morey GMPC Roselie Morey 2/9/2026
Consulted:
Approved by: Executive Committee 15/9/2026
Changes made in Updated policy statement and added: management system, anonymous disclosure,
this version procedural fairness, support for whistleblowers, record management and protection

breached
Define Risk Rating | High
FAIR Yes
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