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Welcome to Kanandah 
Kanandah Retirement Limited welcomed its first consumer on 7th March 1990.  Kanandah is a 
community-based, not-for-profit organization. The facility offers various types of accommodation 
including fifty five (55) permanent rooms, three (3) funded respite rooms, thirty two (32) memory 
support rooms. 

 

 

 
 

Introduction 
 
It is hoped this booklet will answer any questions you may have regarding the care and services 
provided by the facility.  
 
If you have some questions that are not covered in the booklet, we encourage you to contact 
Kanandah and either speak to the Administrator or Finance Manager who will help you. 
 
We invite your participation and contributions towards providing a continually improving and 
caring environment for all consumers living at Kanandah. 
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Administration 
 

 
 
Admission to Kanandah  
Prior to admission, the Consumer Administration Details Form must be completed for both 
permanent and respite care.  A copy of this document is available from the Administration Office 
or alternatively the Consumer Administration Details Form may be downloaded from Kanandah’s 
website www.kanandah.com.au. Kanandah staff are able to assist as needed. 
 

Comments and Feedback 
A consumer or representative should feel free to lodge a complaint if they consider it necessary. 
Comments/Feedback should be lodged with the appropriate person, who is the Administrator.  
Alternatively, a Comments/Feedback Form can be completed.  These are available at the front 
desk and all complaints are treated confidentially if required.  No consumer or representative 
should ever fear reprisal in lodging a complaint for this would be in direct contrast to the 
philosophy of the organization.  Details of procedures for disputes are included in the Consumer 
Agreement signed by the consumer or their representative on entry.  Most complaints can be 
resolved at the facility level.  This information is used to improve our care and services and then 
forms part of our Continuous Improvement Plan.  However, should a consumer or representative 
wish to make a formal complaint, an established external complaints system is available. 
 

Disputes 
Rules are detailed in the Consumer’s Agreement or through our Comments and Feedback Policy. 
 

Electrical Appliances 
It is the responsibility of the consumer to have any electrical appliance tested and tagged.  Also, 
any electrical items brought onto Kanandah grounds must have insulation around the active and 
neutral pins on the male plug as well as then pass test and tag procedures. 
Kanandah’s Maintenance staff will test and tag your appliances for a small fee.  Alternatively, the 
consumer may choose to have an electrician complete this task.  The consumer is required to have 
the tester lodge a copy of their tag tester license at the Administration Office prior to carrying out 
the testing.  This requirement applies to all electrical appliances that are bought in at the time of 
entry and any additional electrical item bought into the facility throughout the year. 

http://www.kanandah.com.au/
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Enquiries from Families about Consumers 
Due to confidentiality and the Privacy Act, requests for information will be directed to the 
Administrator, Clinical Services Coordinator or Registered Nurse on duty. 
 

Fire Drill 
Staff participate in fire drills on a regular basis to ensure in the event of a fire or other emergency 
consumers are evacuated in an orderly manner.  In the event of fire please try to stay calm and 
follow the instructions of staff who have been trained to follow safety procedures in the event of 
an emergency. 
 

Good Hand Washing Practices 
Washing your hands is proven to be the number one remedy for preventing the spread of 
infectious diseases.  Infection Control Stations, hand wash bays and hand rubs are dotted around 
the facility for use by consumers, visitors and staff. 
 

How We Spend Your Contributions 
The fees that you as a consumer pay to Kanandah each fortnight go towards the running of the 
services and the upkeep of the facility and grounds.  Some of the things that it helps to pay for are 
food, electricity, water rates, council rates, rubbish disposal, gas, insurances and staff costs. 
 
We receive a subsidy from the Commonwealth Department of Social Services to assist with the 
ongoing care needs of consumers, that is, staff costs and pharmacy requirements. 
 

Internal Transfer 
If, in the opinion of the Administrator or Clinical Services Manager, it is desirable by reason of your 
state of health or for any other sufficient reason that you should move, either temporarily or 
permanently, to another room within the facility, or to a hospital or other more suitable 
accommodation, the Administrator or Clinical Services Manager will, after consultation with you 
and/or your nominated representative and, where appropriate, your medical practitioner, endeavour 
to arrange the move. 
 
Management does not promise that, if and when your needs change the facility will be able to 
provide the level of care and services which you will then require; or you will be able to move to 
accommodation elsewhere in the facility where levels of care and services appropriate to your needs 
can be provided. 
 
Due to the constant demand for permanent and respite rooms when a consumer is deceased the 
following guidelines have been implemented: 
 
The room will be left on hold for 48 hours to allow the family time to pack up their family 
members belongings, or, where it is not practical for the furniture and effects to be removed 
within the specified time-frame the Administrator or designated staff member will telephone the 
family to establish if it is appropriate for staff to pack up and place the consumer’s clothing from 
their wardrobe into a port-a-robe and all other personal items neatly folded and wrapped and 
placed into boxes provided for storage. 
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Mail 
Australia Post delivers mail to Kanandah daily.  Mail is 
sorted by the office staff and distributed to the 
consumers.  Outgoing mail may be deposited with the 
Receptionist in the main foyer.  The facility holds a license 
to sell stamps and these can be purchased during office 
hours. 
 

Maintenance Request 
Should a consumer need a small repair carried out in their 
room, or notice some problem throughout the building, 
please ask any staff to record a Maintenance Request.  
The facility is responsible for replacing globes in ceiling 
lights. 
 

Newspapers and Magazines 
Delivery of newspapers and magazines can be arranged 
through the newsagent for daily delivery to the facility.  The office staff will organize this for 
consumers on request.  Accounts for the newspapers are the consumer’s responsibility and these 
will be forwarded directly to the consumer for payment. 
 

Office Hours 
The Reception Office is open from 9:00am to 4:00pm for consumer and other enquiries Monday to 
Friday. 
 

Orientation on Entry to the Facility 
Wherever possible, prior to entry, the consumer will be shown the room they are to occupy, the 
Dining Room area and all other facilities throughout the complex. 
 
Upon entry, a staff member will make the consumer familiar with the emergency call system, 
lights, fan and heating operation.  Staff will make new consumers aware of meal times, choice of 
menu, the mail facilities and anything else considered necessary to assist with settling in. 
 

Payment of Fortnightly Fees 
Fees are payable fortnightly, in advance, and may be paid by direct debit from the consumer’s 
bank account to Kanandah’s bank account – this is processed automatically each pension day and 
is by far the easiest and preferred method of payment. 
 
The matter of payment should be discussed with the Finance Manager prior to entry. 
 

Consumer Fees 
Details of fees payable on entry are outlined in the Consumer Agreement and will be explained in 
detail by the Finance Manager prior to the date of entry. 
 
Consumers are responsible for ensuring that their current financial details are advised to 
Centrelink from time to time so as to ensure they receive their full entitlements to subsidies. 
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Respite Rooms 
These rooms are fully furnished and equipped by the facility.  The incoming consumer need only 
bring personal effects to make the room more homely. 
 

Risk Taking 
Risk taking is a normal part of everyday living and consumers will not be deprived of that right.  
Those who are able to judge the risk and make the decision should do so, as long as it does not 
threaten the safety of others. 
 
Should management consider there is a possibility of injury to the consumer, they will advise the 
consumer or the representative of their concern. 
 
Should the consumer decide to act against this advice, the staff recommendation will be 
documented, signed and dated.  Where the consumer is considered to place his or her life at risk 
appropriate preventative action will be taken. 
 

Sign Out/In Book 
There is a book at the front desk that consumers are requested to sign before they go out and on 
their return.  This enables staff to inform family or friends of a consumer’s whereabouts if they are 
trying to contact them.  It is also very important that staff are aware as to the whereabouts of all 
consumers in the event of an emergency.  All consumers are asked to cooperate in this matter at 
all times. 
 

Suggestion Box 
There is a suggestion box for feedback or complaints placed in the Activities Room for the use of 
consumers or their representatives, should they wish to offer suggestions for consideration by 
Management. Alternatively, consumers or visitors are asked to speak directly with the 
Administrator if they have a suggestion that could be of benefit to the consumers. 
 

Transferring from Facility to Hospital 
Should it be necessary for a consumer to be admitted to hospital, the consumer’s family or 
representative will be advised immediately. 
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Updating the Consumer’s Personal Information 
For administrative purposes, we request that the consumer’s family/carer always keep Kanandah 
up to date with the consumer’s personal information. This includes Medicare Card number and 
expiry date, Pension Card or DVA Card number and expiry date, Hearing Services Australia 
membership, Diabetes Australia, Taxi Transport Subsidy, Oxygen Supplement and any others. 
 
Other internal documents that require at least annual revision are: Family contact details such as 
names, addresses, phone numbers, email addresses; Good Food Practices indemnity, 
Authorization to Release and Obtain information. 
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Accommodation 
 

 
 
Bed Linen 
All linen is provided by the facility (sheets, pillowcases, towels, face washer, bathmat).  Items are 
changed on a weekly basis or when necessary. If you prefer, you may bring your own items from 
home, but they must be tagged with the consumer’s name for identification. 
 

Cleaning of Consumer Rooms 
Rooms are cleaned on a weekly basis or more often if required.  Consumers may, however, choose 
to maintain responsibility for dusting and cleaning of personal fragile ornaments or other personal 
items. 
 

Emergency Call Buzzers 
On admission to the facility, each consumer may be given an emergency call pendant.  This system 
might variously be known as Questek or Alexys. This is a small portable pendant, which may be 
worn around the neck or carried.  In the case of need, it may be activated by the consumer, which 
will immediately register on our alarm system.  The receiver is carried by the Registered Nurse and 
Personal Care Staff.  An emergency buzzer is also fitted in every bathroom.  Activating the 
bathroom alarm will result in a staff member attending the consumer’s room at the earliest 
opportunity. 
 

Fans 
Ceiling fans are installed in each room.  We request consumers do not use other fans in their 
room. 
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Heating and Cooling 
Most consumer’s rooms have under-floor heating and most of these have individual control.  This 
type of heat cannot be seen visually, but provides even heating on the floor area, maintaining a 
constant temperature at all times.  When the heating is on, it is advisable to keep doors closed 
where possible as heat escapes very easily if external doors and windows are kept open for a 
period of time.  Please also remember that heat escapes through windows left open for long 
periods of time when the weather is very cold.  If a consumer is unsure about this please refer to a 
staff member for assistance. 
 
Extra heating in the form of oil filled electric heaters is the only extra heating permitted and only 
after consultation with the Administrator. 
Please bear in mind: 

• This heater must be tagged by an electrician to ensure its safety. 

• Kanandah reserves the right to levy an additional charge on consumers who make use of 
additional heating in their rooms. 

 
All bathrooms are fitted with heaters.  These are intended for use while consumers are showering.  
Please ensure the heaters are switched off when the bathroom is not in use.  If a consumer 
chooses to use heating or cooling for their own use (in addition to the heating and cooling system 
used by Kanandah) the consumer will be asked to pay the cost of running the unit. 
 
In addition, all of Kanandah indoor spaces are comprehensively maintained with reverse cycle 
airconditioning. 
 

Inspection of Rooms 
The Administrator will carry out an inspection of all permanent and respite rooms once a year in 
order to plan any repairs and maintenance in compliance with Workplace Health and Safety 
requirements. 
 

Locking of Room  
Consumers may choose whether or not they lock the doors of their rooms. If a consumer is away 
from his/her room for any length of time the door will be locked to maintain good security.  In 
preparation for a fire or other emergency evacuation, the back door of each consumer’s room is 
not to be locked with a key.  These doors can be secured from the inside by using a snib lock on 
the screen door. 
 

Security of Accommodation 
This is outlined in detail in the Consumer Agreement. 
 

Telephones 
There is a telephone connection in each room so consumers may have their own personal 
telephone connection.  The cost of this service and line charge is met by the consumer.  
Telephone connections must be arranged by the consumer or family representative with 
Administration Staff during office hours.  Office staff will assist if any difficulties arise. 
 
Consumers who do not have a telephone connected in their rooms may receive incoming calls 
through the Facility.  They can also make outgoing calls at a nominal cost by arrangement with the 
Administration Staff during office hours. 
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Activities 
 

Information on Social Activities 
On entry to the facility, the Administrator or delegate will seek 
information from you or your representative about your 
hobbies, interests, background, etc.  This information assists 
staff to development a Care Plan which helps staff understand 
and respond to your individual needs. 
 
All consumers are encouraged and supported to participate in 
social and recreational activities.  If the consumer wishes not to 
participate in a certain activity, alternative interests will be 
sought. 
 
Kanandah employs Recreational Activity Officers who are 
responsible, amongst other duties, for organizing activities after 
consultation with consumers where craft, painting, cooking, 
computer games, bus trips, bingo, massage, indoor bowls, 
happy hour, singing, bell ringing and other choices are 
suggested.  Please consult the Recreational Activity Officers or 
members of staff if you have a particular activity you wish to see 
organized or in which you wish to participate. 
 

Community Activities 
Consumers are encouraged to be involved in community activities.  All members of the Kanandah 
team promote and encourage consumers to remain active and engaged in community 
involvement. 
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Doctors’ Appointments or Specialist Care 
Appointments can be made for a consumer to visit a doctor or, when referred, a specialist, X-Ray 
Unit, Dentist, Pathologist and other Allied Health Professionals, including Dental appointments. 
 
All Mudgee Doctors have visiting rights to Kanandah.  Generally, the Doctor will visit his patients in 
their room for routine consultation.  Consumers may choose to go to their Doctors Practice for 
their consultation.  In this case, the consumer’s family or representative will be asked to assist the 
consumer to attend these appointments, but where this is not possible, appropriate care staff will 
accompany the consumer.  An hourly fee will be charged to the consumer. 
 

Medications 
Registered Nurses and Personal Care Staff will 
supervise medications for consumers. 
Medications are kept in the medication trolley and 
detailed records are maintained of all medications 
dispensed to consumers.  Staff may not administer any 
prescription drug to a consumer without written 
instructions of a medical practitioner so a Medication 
Chart must to be completed by your Doctor which 
includes all medications including over the counter 
items before admission. 
This applies to all medications and treatments 
including non-prescription medications.  Therefore, all 
pharmacy goods must be listed on the medication 
charts and are dispensed by Kanandah Personal Care 
Staff. 
 
Medications are ordered and delivered daily between 
Monday and Friday.  Should a consumer wish to 
purchase any pharmacy goods, please advise Personal 
Care Staff. 

 

Pain Management 
A consumer may require a pain management plan to be implemented which includes the 
application of heat packs.  Consumers will be required to provide their personal heat packs should 
such equipment be necessary.  These heat packs can be purchased from the Administration Office. 
 

Podiatry 
Appointments can be made for consumers requiring treatment.  The Podiatrist visits the Facility bi-
monthly.  Any queries regarding appointments must be directed through the Administration 
Office. 
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Facilities 
 

Emergency Lighting 
Should there be a power failure emergency lighting comes into effect in the hallways of the facility 
and in the dining room.  Consumers are asked to stay calm and follow directives issued by staff. 
 

Library 
The Council library van visits the facility every three weeks.  Consumers are encouraged to make 
use of this service.  Alternatively, consumers may choose to borrow a book from the Kanandah 
library.  Consumers may borrow books from Kanandah’s library at any time.  Please return books 
after use so that other people may enjoy them as well.  UNDER NO CIRCUMSTANCES ARE ANY OF 
THE BOOKS in the Library to be lent to anyone outside the facility. 
 

Wattle Café 
Kanandah Wattle Café is a great place for family to visit their loved ones at Kanandah. In fact, even 
staff and the public are welcome to come and enjoy the great variety of refreshments and lovely 
meals available. The variety, quality and value are exceptional. Full hot meals, sandwiches, rolls, 
wraps, croissants, melts, toasties, hamburgers, chips, wedges, salads, pizzas, pies, sausage rolls, 
quiches, stuffed potato, soup, noodles, fritters, cakes, slices, scones. A broad menu indeed. 
Then there’s the great range of drinks from slushies and milkshakes through cold, warm and hot 
refreshments topped off with “Yarrabin Road Roasters Hand Crafted Coffee”. 
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Food & Beverage 

 

 
 
 

Alcohol 
Consumers have the right to consume alcohol within the facility, however, we ask that 
consumption be kept at a socially acceptable level in respect of the rights of other consumers.  
Alcohol consumption must be broadly listed by the GP on the Medication Chart.  Our preference is 
for the Nursing and Care Department to hold the alcohol securely and dispense it to the consumer 
upon request. 
 

Canteen 
The facility has a small canteen.  Consumers are able to make purchases on allocated days 
immediately after lunch.  Kanandah volunteer and staff run the canteen and any small profits are 
used to fund consumer activities.  All purchases are on a cash basis and personal accounts are not 
available, not withstanding, providing the consumer has funds in their Consumer Trust Account, 
purchases can be made and charged to the Consumer Trust Account. 
 

Food Brought into the Facility by Family 
As part of the admission and orientation procedure, consumers and their relatives/carer will be 
asked to sign an acknowledgment of understanding, following the principles applied to visitors and 
families bringing food into the facility.  (Safe Food Handling for Vulnerable Persons) 
 
In the spirit of controlling good hygiene and infection control Kanandah reserves the right to 
inspect consumers’ rooms for stale, excess or out of date food.  If found and considered 
inappropriate the consumer will be given options on the removal or disposal of such food. 
 

Fruit 
Fresh fruit is available for consumers in the dining room.  Consumers are encouraged to eat fresh 
fruit daily. 
 
 
 



Kanandah Consumer’s Handbook 

 

16 

Meals 
All meals are prepared with consideration to taste, nutrition, cultural need and presentation.  
There are summer and winter menus rotated every four weeks. 
 
Meal times are: Breakfast:  8.30 am 
   Lunch:      12.30 pm 
   Dinner:       6.00 pm 
 
Breakfast, lunch and dinner are served in the dining room.  If for reason of illness or frailty the 
consumer is unable to attend the dining room, trays can be taken to the consumers’ room. 
 
Please inform kitchen staff if you are unable to attend the Dining Room or if you wish to have your 
meal saved.  Consumers are able to invite guests to join them for a meal.  Please inform kitchen 
staff of the number of guests one day prior if possible.  Consumer’s guests will need to make a 
payment for the extra meals. 
 
Should consumers not be able to eat certain foods for cultural or religious reasons please inform 
our staff and we will endeavour to provide alternate food choices. 
 
Tea making facilities are provided in the consumer living spaces.  Tea, coffee, milo, milk, savory 
and sweet biscuits are available for all consumers. 
 
If consumers require tea, coffee, sugar and biscuits in their rooms they are requested to supply 
these for themselves.  Consumers are able to entertain visitors in the allocated areas and make tea 
or coffee for them with the facilities provided.  There are several nicely furnished and decorated 
areas with variable seating options both inside and outside Kanandah facilities. 
 

Preferred Hostel Dining Room Dress Code 
The dress code applies to all meals in the Hostel dining room. It is designed to allow for flexibility 
to suit individual health needs but requires consumers to be respectfully covered and safe. 
 
Clothes need to meet the following requirements: 

1. They should look and be clean and tidy. 
2. The legs of shorts should fall at least mid-thigh, 

(no “short” shorts). 
3. Sleeves are needed on garments, 

(no sleeveless shirts or singlets, unless worn under a sleeved garment). 
4. Pyjamas and nighties are permitted, as long as respectfully covered by a dressing gown 

that meets the above requirements. 
5. Footwear needs to be safe. 

 

Casual Option 
Consumers who feel they must dress more casually in short shorts or sleeveless garments may use 
the designated Casual Dining Area (Living Space 3). 
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Consumers, Family & Friends 
 

Entertaining Visitors 
The facility has spacious grounds with outdoor 
furnishings together with a barbecue, which are 
available for consumers’ use. Consumers can 
entertain visitors in the library, lounge, dining 
room, sunroom, living spaces, activity room or in 
their own room. 
 

Family and Friends 
Family and friends are welcome at the facility at all times.  When there is a special function 
consumers are encouraged to invite family or friends. 
On these occasions numbers may be restricted due to the size of the venue.  Should you wish to 
invite more than one guest, consumers are required to contact the Administration Office staff well 
in advance of the function. 
 
Consumers are able to invite friends and family members to join them for meals, at a small cost.  
The organization encourages family and friends to be part of the Kanandah community and 
recognizes that the ongoing support of family and friends is essential to consumer’s well-being. 
 

Freedom of Choice 
Management encourages consumers in the facility to consider it their home and as far as possible 
to maintain an interest in activities of their choice. 
 
No consumer is obliged to do anything against his or her will or wish.  Consumers are encouraged 
to make their own decisions as to what they wish to do, or what activity they may care to pursue. 
 

Freedom to Come and Go 
Consumers are free to come and go as they please.  It is requested that prior to going away for any 
length of time, they inform kitchen staff for catering arrangements. 
 

Insurance of Consumers’ Belongings 
Kanandah Retirement Limited’s insurance does not cover the personal belongings of consumers. 
It is the responsibility of consumers to arrange their own cover. 
 

Noise 
All consumers are to respect the privacy of others.  We ask that due consideration is given to the 
noise level of consumers’ radio and television sets.  If necessary, consumers may be asked to 
purchase and use headphones. 
 

Personal Effects 
Consumers are encouraged to bring their personal possessions with them to give a sense of 
homelike atmosphere to their new environment, including pictures, furniture, keepsakes and 
other memorabilia. 
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Any such belongings brought into the Facility always remain the property of the consumer or their 
representative. 
 
Any electrical equipment such as a refrigerator or lamps must be tested and tagged prior to 
admission to Kanandah.  As outlined in the agreement, the facility provides floor coverings and 
curtains.  Consumers are encouraged to furnish their own rooms to promote a sense of familiarity 
and ease the transition from home into residential care. 
 

Consumer Outdoor Plants and Furniture 
If you choose to have outdoor pot plants, two large containers are permissible or if you have a 
group of small pot plants they must be kept on an appropriate plant stand.  This will avoid clutter 
and ensure that all consumers have their own space on the verandah.  The consumer is solely 
responsible for the maintenance and watering of any plants they bring onto the facility. 
Potted plants and furniture are not permitted on the grassed areas on a permanent basis. 
 
If you choose to place outdoor furniture on the verandah it must be inspected by our maintenance 
staff to ensure that it is safe, suitable for outdoor use, does not encroach on the passage of other 
consumers, staff and tradespeople and it must be in keeping with the environment of Kanandah. 
 

 
Pets 
Consumers are not permitted to bring pets into the accommodation facility other than for daytime 
visits. Dog owners must clean up any mess their dog makes. 



Kanandah Consumer’s Handbook 

 

19 

Privacy 
All consumers are to respect the privacy of all other persons living within the Facility. 
 
Consumers are encouraged to knock before entering another consumer’s room.  Consumers may 
not enter another person’s room when that consumer is absent. 
No staff member will ever enter a consumer’s room without knocking. 
 
To ensure Kanandah is able to provide appropriate care and services the organization will need to 
collect and correlate certain personal and sensitive information.  This may include information 
regarding your medical clinical history, lifestyle preferences, religious affiliations and dietary 
information.  Such information will be securely and confidentially retained by key personnel and 
will not be distributed, disclosed or shared with any person other than authorized by the 
consumer or their representative. 
 

Religious Services 
Kanandah is a non-denominational facility; however consumers are encouraged to continue to 
attend services of their personal choice. 
All religious services arranged by Kanandah are identified in our monthly newsletter, the 
Kanandah Kapers. 
 

Religious and Cultural Backgrounds 
Kanandah will consider all applications no matter what religious or cultural background.  Your 
special needs will also be given due consideration with respect to provision of care. 
 

Consumer Agreement 
This is a contract between the consumer and Kanandah and will be explained by the Finance 
Manager.  It provides consumers with a legal document that details their rights as a consumer of 
the Facility. 
 
It is important that this be read carefully and fully understood, as it contains information not fully 
covered in this handbook. 
 
The Finance Manager can explain any aspect of the Agreement that is not fully understood and 
encourages the consumer’s family members to gain an understanding of the document. 
 
The Agreement must be signed prior to the date of entry to the Facility. 
 

Consumer’s Clothing 
A condition of entry for Kanandah consumers is that all incoming consumers must have Kanandah 
regulation labels on each item of clothing before entry.  The required labels must be permanently 
fixed to all clothing. 
 
Laundry labels can be applied to the new consumers clothing for a nominal amount per label by 
the Domestic Services Staff.  Please note that clothing includes shoes, hosiery, underwear, and 
other difficult to label items.  This ensures belongings are returned to the correct consumer after 
laundering. Also remember that newly acquired items must go to the laundry for labeling before 
going into the consumer’s bedroom. 
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Consumer’s Finances 
All consumers, as far as possible, are expected to manage their own finances, and where this is not 
possible, the consumer should appoint a relative or representative to do so.  The facility staff do 
not become involved in the management of consumer’s finances.  If necessary, the consumer’s 
solicitor may be asked to manage a consumer’s interest, for example, in the appointment of 
Power of Attorney.  If a consumer is unable to appoint a Power of Attorney and is unable to 
manage their own finances, guardianship may be sought from the Guardianship Tribunal. 
 

Consumer’s Meetings 
Bi-monthly consumer’s meetings are held to provide an opportunity to participate in the planning 
of activities.  We encourage consumers to voice concerns, complaints or problems through their 
appointed advocate and bring these to the attention of management.  Consumers are asked to 
participate in general discussion on the progress and development of the facility at these 
meetings, where information is shared through input and suggestions. 
 

 
 
Smoking 
Kanandah is a smoke free environment.  No smoking is allowed within the grounds, consumers, 
staff and visitors included. 
 

Social Leave 
A consumer can take up to 52 days of leave each year to be used for any purpose.  Should a 
consumer be absent for a longer period, the care subsidy provided by Medicare is ceased and the 
consumer will be responsible for paying this amount according to their category of care. 
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Toiletries 
All Kanandah consumers are supplied with soap/soap substitute, continence aids, tissues, 
toothpaste, denture cleaner preparations, shampoo and conditioner. 
 

Visitors 
Visitors are always welcome at Kanandah.  Staff lock the main doors at 7.30pm each evening. 
If anybody requires entry after this time they may ring the night bell located at the front door.  
Visitors are requested to sign in and out of the facility.  This way we have a record of all persons on 
the premises at any given time in the event of an emergency.  The visitor sign in/out book is 
located in the front foyer of the facility. 
 

Voting 
For each Federal, State and Local Government election there is a polling booth at the facility.  
Special consideration is given to consumers so they can vote at a special time.  When you come to 
live at Kanandah and you no longer wish to vote, please talk to the Administrator and the 
appropriate person will be contacted to enable you to have your name taken off the electoral roll. 
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Hairdressing 
The facility has a fully equipped salon and a hairdresser visits Kanandah on a regular basis.  
Appointments need to be made in advance and consumers may write their name in the book left 
in the front foyer. 
 
The cost of this service is the responsibility of each consumer. The Facility provides the equipment 
and the facilities for the hairdresser to carry out the service. 
 

Independence 
Consumers are encouraged to maintain their independence.  However, assistance is always 
available to consumers where necessary. 
 

Laundry 
Laundering of personal clothing is provided daily.  To ensure all laundry is returned to its rightful 
owner, Kanandah has purchased a clothing labeling system which is guaranteed not to wash off 
during the laundering process.  Management strongly encourages consumers to ensure all clothing 
is labeled using this system.  Please speak to the Domestic Services Manager.  A small fee is 
charged for each item labeled.   
 
A consumer may choose and pay for their own labeling system as long as it is at least of an 
equivalent standard to Kanandah’s system eg: woven name tags.  Laundry marking pens are not 
appropriate. 
 
For consumers wishing to attend to their own washing, several domestic washing machines are 
available in living spaces throughout the facility.  If a consumer is unsure as to the operation of any 
of these machines, please ask staff, who will be happy to explain how to operate the machine. 
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Motorised Mobility Aids - ‘Gophers’ 
Consumers wanting to use a motorized mobility aid ‘gopher’ at Kanandah will first need to be 
assessed for their suitability to use it.  The assessment will be organized by Kanandah and approval 
will be provided in writing.  For that reason it is recommended that the purchase of a gopher is 
delayed until the assessment has been conducted. 
 
Consumers who use gophers are required to drive carefully and at the lowest speed when on 
Kanandah grounds.  Should a consumer use their gopher in such a way that there are concerns 
about safety to themselves or other consumers the approval to use the gopher may be 
reconsidered. 
 
Consumers are responsible for maintaining their gophers in good condition and having 
appropriate insurance.  Kanandah will provide a safe and secure area for their storage and 
charging. 
 
 

Further Information 
Please do not hesitate to speak with any member of the Facility staff if you have any queries or 
concerns. 
 
MyAgedCare 
myagedcare.gov.au 1800 200 422 
Australian Government Department of Social Services 
 
Aged Care Access Centre 
wnswlhd.health.nsw.gov.au 02 6809 8600 
Western NSW Local Health District 
 
National Aged Care Advocacy Line 
opan.com.au 1800 700 600 
Australian Government Department of Health 
 
Aged Care Complaints 
agedcarequality.gov.au 1800 951 822 
Australian Government Aged Care Quality and Safety Commission 
 

Kanandah Retirement Limited 
 
21 Douro Street Mudgee NSW 2850 
Phone:  02 6378 6400 
Fax:   02 6378 6539 
Email:  admin.office@kanandah.com.au 
Website:  www.kanandah.com.au 
 
This document published May 2021. 
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