
At MWP Care, we welcome feedback from you, your family, friends, carers, or an advocate. Your
feedback helps us understand what’s working well and where we can improve our services.

How to Give Feedback or Make a Complaint

You or your advocate can:
Speak with any staff member or volunteer 
Phone 9913 3244
Complete a Complaint and feedback form 
Email enquiries@mwpcare.com.au

If you prefer, you can use an interpreter when contacting us. 
You can also make a complaint anonymously, using one of the methods detailed above. 

You also have the right to make a complaint via the Complaints Commissioner at the Aged Care
Quality and Safety Commission or seek the support of an Aged Care Advocate.

Aged Care Quality and Safety
Commission, and raise a complaint with
the Complaints Commissioner
 📞 1800 951 822
 🌐 www.agedcarequality.gov.au
 ✉ GPO Box 9819, in your capital city

Aged Care Advocacy Services 
 Older Persons Advocacy Network (OPAN)
 📞 1800 700 600
 🌐 www.opan.org.au
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To withdraw a complaint, contact us on 9913 3244.   We may request that you put your withdrawal
in writing. 

What you can expect
You have the right to give feedback or make a complaint at any time. 
We will ensure procedural fairness, which means we will take your concerns seriously,
respond fairly and promptly, and make sure you continue to feel comfortable receiving
your services.
·We will communicate with you about your feedback (unless you make your feedback
anonymous)
If the feedback involves a person who receives services from us, we will need to engage
with that person about the feedback. 
You will not be treated negatively or differently, victimised or lose your service for
making a complaint.

We may need to discuss your complaint with others. In rare cases, we may need to share
information without your consent if the law allows it, or if someone is at risk of serious harm
or if a criminal offence may have occurred

https://protect.checkpoint.com/v2/r04/___https:/www.agedcarequality.gov.au/making-complaint/lodge-complaint___.Y3A0YTptd3BjYXJlbGltaXRlZDpjOm9mZmljZTM2NV9lbWFpbHNfYXR0YWNobWVudDpmYmMwMzY0ZGM0ZmUxM2ZhZWYyN2MxMmE3MTExZTZlNzo3OmY3YTY6ZDlmY2Y4MzhlZWNjOThjZjNiMWM0ZGJhOGJiNjUwNDE1YzQ5MDg3ODY1Y2I4M2M5M2U3NTM1YjkyYTAzODJjMDpwOlQ6Rg


We may need to discuss your complaint with others. In rare cases, we may need to share
information without your consent if the law allows it, or if someone is at risk of serious harm
or if a criminal offence may have occurred.

If you feel your complaint has not been resolved, you can contact t Matthew Adderton,
MWP Chief Executive Officer or one of the agencies listed above for support. 

WHISTLEBLOWER DISCLOSURES

From 1 November 2025, new protections under the Aged Care Act 2024 make it safer
and easier for anyone to raise serious concerns about aged care services. These are
called whistleblower protections, and they are designed to ensure that if you, or
someone helping you, sees something that doesn’t seem right, like abuse, neglect,
fraud or serious misconduct, you can report it safely, confidentially, and without fear of
being treated unfairly.

At MWP Care, we encourage all feedback. If your concern is about something serious
or potentially unlawful, we may treat it as a protected whistleblower disclosure. This
comes with legal protections. If your concern is about general dissatisfaction with
services, such as cleaning, communication, or waiting times, it can be treated as a
complaint through our regular feedback process.

What’s the Difference Between a Whistleblower Disclosure and a Complaint?

A protected disclosure relates to suspected seriouswrongdoing in relation to a
contravention of the Aged Care Act. If your concern falls into this category, and you
choose to make a disclosure, your identity is legally protected, and you cannot be
mistreated or disadvantaged for speaking up. Anyone can make a whistleblower
disclosure. This includes family members and even the general public.

A complaint, on the other hand, is when you’re unhappy with something like how a
service was delivered or how long something took. 

Complaints are also important, and we take them seriously; however, they don’t
require legal protection and are managed through our standard complaints and
feedback system.

If you’re not sure which category your concern fallsunder, that’s okay; we’ll help you
determine whether it qualifies for protection, and if so, you can choose how it's
handled.

How to Make a Disclosure

You can make a disclosure:
in person
over the phone
in writing - by email or letter
A Whistleblower Disclosure Form 

There’s no special format required - we just want you to feel safe and supported in
speaking up.
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Who You Can Make a Disclosure To
You can speak with any aged care volunteer, staff member, Manager, CEO or board
member about your concerns. 
You can also make a disclosure directly to our dedicated Whistleblower Protections
Officer, Matt Adderton, CEO by phoning 02 9913 3244

You can remain anonymous if that makes you feel safer. Either way, your concern will be
taken seriously. If you don’t feel comfortable reporting your concern to someone here, you
don’t have to. 

You can also make a disclosure or complaint to the following:
the Aged Care Quality and Safety Commission on 1800 844 044
Department of Health, Disability and Ageing on 1800 020 103
Police Officer
An independent aged care advocate – Older Persons Advocacy Network(OPAN) on 1800
700 600

How You’re Protected
If your concern is handled as a protected whistleblower disclosure, we will keep your identity
private; it will only be shared if consent is provided or if it is required by law, for example, to protect
someone from harm, and only with appropriate safeguards in place. You are protected from being
mistreated, penalised or disadvantaged because you spoke up. These protections also apply to a
family member or carer who supports you in raising the issue.

How are you supported
You may choose to have someone support you. If you like we will support, you to access an aged
care advocate if you feel you would like independent support. Aged care advocates through the
Older Persons Advocacy Network (OPAN) can be contacted on 1800 700 600. 

What You Can Expect
Your disclosure will be acknowledged quickly
We will listen respectfully and take concerns seriously.
We will support communication needs, including involving a supporter, interpreter,
advocate, or communication aid where required
We will protect the confidentiality where possible and lawful
You will be treated fairly and respectfully throughout the process
We will keep you informed about the progress and outcome, where possible
We will take reasonable steps to protect you from victimisation, discrimination,
intimidation, or disadvantage as a result of making a disclosure
You may choose to make your disclosure treated as a complaint if you would prefer
If you feel that your disclosure is not being handled in accordance with the Act, you can
contact the Aged Care Qualityand Safety Commission on 1800 844 044

For more information about your rights and protections, you can also visit:
agedcarequality.gov.au   OR  https://www.health.gov.au/our-work/aged-care-act/about#protection-
for- whistleblowers

MWP Community Care
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MEET OUR NEW COMMUNITY
ENGAGEMENT LEAD
Hello, I'm Kulwant!

I'm excited to introduce myself as the Community
Engagement Lead at MWP Community Care.

Community has always been at the heart of what I do, and
I'm passionate about creating opportunities for people to
come together and make a meaningful difference in the 
lives of older Australians.

In my role, I lead MWP Community Care's fundraising,
community appeals, regular giving program, corporate
sponsorships, philanthropy and Gifts in Will program.

Whether you're an individual looking to support a cause
close to your heart, a business wanting to partner with us, or
someone considering leaving a lasting legacy through a gift
in your Will, I'm here to help you make a difference.

One of the projects I'm especially excited to be introducing is Sit for Seniors 
MWP Care's first-ever community fundraising campaign. 

This September, we're inviting our community to take on a simple 120-second wall sit
challenge to raise funds that help older Australians stay active, independent and
connected.

Every contribution whether it's your time, a donation, a partnership or simply helping
spread the word - helps us continue delivering programs that support healthy ageing
and improve the lives of older people in our community.

I look forward to meeting many of you and sharing the many ways you can get
involved with MWP Community Care.

Together, we can create lasting change for older Australians.

Contact Details:
Kkaur@mwpcare.com.au 
0424 805 840
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