New Aged Care Act
Communication toolkit to inform aged care residents
This toolkit provides information and materials to help residential aged care providers communicate with their residents about the new Aged Care Act (the new Act), including Statement of Rights, complaints, Aged Care Quality Standards and contributions.
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[bookmark: _Hlk197500642]About this toolkit
This toolkit supports you to talk with your aged care residents about the new Aged Care Act and relevant programs.
We have also created materials to help you to communicate through your channels, such as newsletters, website, meetings and discussions, and social media platforms.
What’s in this toolkit
Key messages
Discussion guide
Editorial content
Social media
Video and animation
Resources.
Audiences
Aged care residents.
Call to action
We recommend using the following calls to action in communication materials:
[bookmark: _Hlk207796529]Visit the My Aged Care website to understand how Australia’s aged care system is improving. You are at the centre of your aged care, watch videos to understand how quality standards improve your care.
Use the aged care home fee estimator to see how much you may pay for care in an aged care home.
Explore the resources, training and guidance materials to help you understand what, and how, changes will impact you under the new Act.

[bookmark: _Toc199763840]Different languages, same aged care
If you, or someone you care for, has difficulty speaking or understanding English, you can use an interpreting service to communicate in your preferred language.
[bookmark: _Toc199763841]Translating and interpreting services
If you are receiving care, you can get interpreting through TIS National.
Call 131 450 and tell the operator the language you speak.
TIS National is available 24 hours a day, every day of the year.
You can also ask your aged care provider to contact TIS National for you using their client code.
[bookmark: _Toc199763842]Help from your aged care provider
Aged care providers can translate key information into languages other than English to help them communicate with you in your preferred language.
You can ask your aged care provider to use the Department of Health, Disability and Ageing’s free translation service to produce translated versions of print and digital materials in different languages, as well as ‘Easy Read’ or ‘plain English’.
[bookmark: _Toc199763843]Sign language interpreting and captioning services 
The National Sign Language Program (NSLP) provides free sign language interpreting and captioning services through Deaf Connect for eligible older people.
The NLSP can help you with:
using aged care services and taking part in professional and social activities 
health and medical appointments that are covered by Medicare.
To make a booking, call 1300 773 803, email interpreting@deafconnect.org.au or go to the Deaf Connect website.

Key messages
[bookmark: _Hlk197498302]The new Aged Care Act started on 1 November 2025 and ensures older people are at the centre of aged care. It will make the system safer, fairer and more respectful.
If you are currently living in an aged care home you will continue to receive safe, quality care without interruption.
Strengthened quality care standards, stronger regulations and better monitoring of your provider will improve safety.
This will also ensure services acknowledge and respond to your rights.
This includes Aboriginal and Torres Strait Islander people and those from culturally and linguistically diverse (CALD) backgrounds.
A simpler and fairer entry process allows older people to choose the services they want and who provides them.
Your provider will be more accountable, with clearer rules on how they operate, spend money and protect your personal information. This will equip you with the information you need to make an informed choice about your aged care.
Aged care workers have clearer job responsibilities under the new Act. They must also meet enhanced screening requirements to work in aged care. Whistleblowers will also be protected under the new laws so people can raise concerns without fear.
Read the About the Aged Care Act 2024 fact sheet which provides a summary of each chapter of the new Act, available in plain language in 22 different languages and also in Easy Read format.
[bookmark: _Toc199763847]Your rights
The Statement of Rights outlines the rights that you should expect when seeking or accessing government-funded aged care services.
It gives you the right to:
make your own decisions about your own life
have your decisions not just accepted, but respected
get information and support to help you make decisions
communicate your wishes, needs and preferences
feel safe and respected
have your culture, identity and diversity respected
stay connected with your community.
Read the Statement of Rights fact sheet, which includes a plain language summary of your rights under the new Act and also includes the Statement in full as it appears in legislation. It is available in 25 different languages. The fact sheet is also available in Easy Read format.

Residential care contributions
If you were an aged care resident on 31 October 2025, you will continue your current fee arrangements or you can choose to opt in to the 1 November 2025 fee arrangements 
The Australian Government will continue to fund the majority of aged care and will fund all clinical costs for aged care residents.
Where contributions are required from you, they will be based on your income and assets.
No matter what you contribute, the government will pay the rest of your aged care costs.
This ensures everyone gets the care they need.
Low-means residents will continue to pay only the Basic Daily Fee.
 There are caps in place to limit the amount you will pay towards some means tested contributions.
You can use the aged care home fee estimator on My Aged Care to estimate what your contributions will be.
Visit My Aged Care for more information about aged care fees and costs.
Improved standards
The Aged Care Quality Standards have been strengthened to improve the quality of care you receive and providers involve you in delivering your care, including:
placing you at the centre of aged care
supporting people living with dementia
being more inclusive of people from diverse backgrounds
stronger requirements for clinical care, food and nutrition
more protections for you.
Under the strengthened Quality Standards, providers must:
listen to your feedback and concerns and let you help to improve your care outcomes
give you choice in how your care is delivered and meet all your individual care needs, goals and preferences
give you information about your funded aged care services
make sure the people involved in your care are the right people to provide your care
maintain clean, safe and comfortable environments
give you choice about what you eat and drink and how much you eat and when, and making sure your food is nutritious
plan for emergencies to keep you safe
keep your information safe and private.

Discussion guide
Guidance
This discussion guide can be used to guide conversations with aged care residents about the changes under the new Act.
[bookmark: _Hlk197498337]Why is there a new Act?
The new Act directly responds to recommendations 1 to 3 of the Royal Commission into Aged Care Quality and Safety. In total, the new Act addresses or partially addresses 58 recommendations.
The Royal Commission found the existing Aged Care Act 1997 is no longer fit for purpose. It does not adequately consider the rights and needs of older people in the delivery of aged care services.
The new Act will ensure older people are at the centre of aged care. It will make the system safer, fairer and more respectful.
What rights do older people have under the new Act?
The new Act introduces a Statement of Rights to ensure older people have the right to independence, autonomy, respect and quality care.
It gives older people the right to:
make their own decisions about their own life
have their decisions not just accepted, but respected
get information and support to help them make decisions
communicate their wishes, needs and preferences
feel safe and respected
have their culture and identity respected
stay connected with their community.
A summary of the Statement of Rights is available on the department’s website in plain language and Easy Read format.
What do the contribution changes mean for aged care residents?
If you were living in an aged care home on or before 31 October 2025, and while you remain in the same aged care home:
your current fee arrangements will not change (unless you choose to opt into the new system)
you will not pay more for your care and accommodation as a result of the new Act
you will continue to receive the same level of care and support.
Different fee arrangements apply to new residents entering an aged care home from 1 November 2025.

If you are an aged care resident already, you will continue your current fee arrangements. You have the option to switch to the new arrangements, but this is voluntary and you should seek financial advice before making this decision. You can find out more about residential aged care fees on the My Aged Care website or call 1800 200 422.
If you move from one aged care home to another without a break in care of more than 28 days, your current fee and accommodation arrangements will continue to apply.
If you permanently leave residential care for more than 28 days after 1 November 2025, you may be subject to the new accommodation arrangements when you return. You may also want to seek financial advice before leaving residential aged care so you understand what this may be mean for you.
What if circumstances change for an aged care resident?
If you have had an aged care means assessment, you must report any changes in your personal or financial circumstances to Services Australia or the Department of Veterans’ Affairs (DVA). This will help keep your aged care fees correct.
From 1 November 2025, it will be a legal requirement to report changes to your circumstances within 28 days.
You need to report changes to both your and your partner’s income or assets, including the payment of a refundable accommodation deposit.
To update your details: 
call Services Australia on 1800 227 475 or DVA on 1800 838 372
visit the Services Australia website to update your details.
How can aged care residents make a complaint? 
Under the new Act, aged care residents are more empowered to raise concerns or make a complaint without fear of punishment.
This will apply if you think:
your rights have not been met
someone has broken the law
you are worried about the quality of care being delivered.
Feedback is an important way for your provider to understand what is working well and to identify areas that can be improved.
You can make a complaint directly to your provider or a responsible person of your provider, such as a CEO or Board Member.
If you do not feel comfortable raising a complaint with your provider or are not satisfied with the outcome, you can make a complaint to:
the Complaints Commissioner (who is independent from the regulatory functions of the Aged Care Quality and Safety Commission)
email info@agedcarequality.gov.au 
call 1800 951 822 for general complaints
call 1800 844 044 for food, nutrition and dining related complaints
a staff member of the Aged Care Quality and Safety Commission
the Department of Health, Disability and Ageing
a police officer
an advocate.
The Australian Government funds the Older Persons Advocacy Network (OPAN) to deliver the National Aged Care Advocacy Program (NACAP). The program provides free, confidential, and independent information and support to you, your family and carers and other people who support you.
If you need support to make a complaint or find out more information, you can speak to an aged care advocate by calling the Aged Care Advocacy Line on 1800 700 600.
Is cultural safety part of the new Act?
The new Act recognises that people accessing aged care have the right to culturally safe care, including Aboriginal and Torres Strait Islander people and those from culturally and linguistically diverse backgrounds.
This means care that is trauma aware, healing informed and respectful of culture, spirituality and identity.
The new Act also supports the right to stay connected to community, Country and Island Home. This is essential to the wellbeing of many Aboriginal and Torres Strait Islander people.
The new system will make sure these rights are part of both the delivery of, and assessment for, aged care services, making sure care is delivered in a way that is respectful, safe, and meaningful.
Read the fact sheet on how culturally safe care under the new Act will make aged care better for Aboriginal and Torres Strait Islander people.

Editorial content
Guidance
This suggested content can be used on your website or in an email, printed newsletter or e-newsletter.
[bookmark: _Hlk197499031][bookmark: _Hlk197498564]Article 1: A new direction for aged care in Australia
The new Aged Care Act has started.
It will make aged care in Australia safer, fairer and more respectful.
What’s new
Key features of the new Act include:
a Statement of Rights that helps you uphold your rights and sets expectations on how Australian Government-funded aged care services should run
strengthened Aged Care Quality Standards to ensure you receive high quality care that meets your needs and preferences
more options to voice your feedback that make sure your concerns are addressed by your aged care provider
greater compliance and enforcement powers for the Aged Care Quality and Safety Commission to ensure your provider meet the conditions of registration and other requirements under the new Act.
Under the new Act, you are at the centre of your aged care.
What do you have to do now?
If you are already an aged care resident, you will continue to receive care without interruption.
For more information about the new Act and aged care services, visit My Aged Care or call 1800 200 422.
Aboriginal and Torres Strait Islander people can speak with their Elder Care Support worker if they need assistance accessing aged care.

Article 2: Your rights matter
The new Aged Care Act puts you at the centre of your aged care. Under the new Act, the Statement of Rights gives you the right to:
make your own decisions about your own life
have your decisions not just accepted, but respected
get information and support to help you make decisions
communicate your wishes, needs and preferences
feel safe and respected
have your culture, identity and diversity respected
stay connected with your community.
Understand your rights under the new Act.
What it means for you
The new Act gives you a stronger, more independent voice. It empowers you to make informed decisions about the care and services you receive, and have those decisions not just accepted but respected.
To receive government funding, your aged care provider must be registered, meet obligations and ensure their services are aligned to the new Act.
This includes:
involving you in your care choices
controlling your care
protecting your personal and sensitive information
making information available to you, such as how much your provider is spending on care, food, staff and accommodation.
Your rights are protected through the Aged Care Quality Standards and the Code of Conduct for Aged Care. These describe how your provider and aged care workers must behave and treat you. It helps ensure that you can have confidence and trust in the quality and safety of the care you receive.
Upholding your rights
Your provider must understand and follow the Statement of Rights. If they don’t, you can make a complaint to the Complaints Commissioner online, by phone or by letter. Visit the Aged Care Quality and Safety Commission website for more information.

If you need support to make a complaint or find information, call the Older Persons Advocacy Network (OPAN) on 1800 700 600. OPAN has free, independent and confidential advocates to help you.
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[bookmark: _Toc199763872]Social media posts
Below are suggested posts you can publish on your social media channels.
	[bookmark: _Hlk212722542]Copy
	Social media tile

	What’s new in aged care?
The new Aged Care Act has started. It will make aged care in Australia safer, fairer and more respectful.
Key features include:
a Statement of Rights
strengthened Aged Care Quality Standards
more options to voice feedback
greater compliance and enforcement to ensure providers meet requirements.
The new Act puts you at the centre of your care.
First comment: Read about Australia’s new Aged Care Act: https://www.myagedcare.gov.au/news-and-updates/new-era-aged-care
	Embed short video: https://youtu.be/WXv3smf6XX4?si=WjaI1wr5XCd1im8H 

	Your rights matter!
The new Aged Care Act puts you at the centre of aged care. 
It gives you the right to:
make your own decisions and have them respected
be supported to help make decisions
feel safe and connected with your community.
Know your rights in aged care.
First comment: Learn more about the new rights-based Aged Care Act: https://www.myagedcare.gov.au/news-and-updates/new-era-aged-care
	Embed short video: https://youtu.be/W14lCSco430?si=SvJff-ejzNc8BzUM 


[bookmark: _Toc199763873]

Videos and animations
The below videos and animations, explaining key elements of the new Act and Statement of Rights, can be used in your communications.
New Aged Care Act
Your aged care rights
I am the centre of my aged care
Food and nutrition case studies
Resources
[image: An older woman walking up exercise steps with an aged care worker guiding her.]Order resources through National Mailing and Marketing, free of charge.
Email health@nationalmailing.com.au with:
code listed below
number of booklets you want
your delivery address.
Exploring Aged Care
Code: AGC016
For older people, their families and carers to understand the changes to improve aged care in Australia.
Working in aged care
Code: AGC033
For aged care workers to understand how changes will directly impact workers.
Aged care reforms
Code: AGC031
For providers to understand how the reforms will impact them, as well as how they can access support.

You can also download and give the following resources to older people.
New Aged Care Act
About the Aged Care Act 2024 – plain language fact sheet 
About the Aged Care Act 2024 fact sheet – Easy Read fact sheet
Culturally safe care for older Aboriginal and Torres Strait Islander people fact sheet
New Aged Care Act visual resource
‘Exploring aged care’ consumer booklet
New Aged Care Act – What is new or changing? 
eLearning for older people, their families and carers
Statement of Rights 
A new Aged Care Act for the rights of older people – plain language fact sheet 
A new Aged Care Act for the rights of older people – Easy Read fact sheet
Aged Care Act 2024 Statement of Rights – A4 explainer
Aged Care Act 2024 Statement of Rights – A3 poster
Contributions
Aged care home fee estimator
Understanding fees for aged care homes
Copyright
© 2025 Commonwealth of Australia as represented by the Department of Health, Disability and Ageing
Licence (except for Commonwealth logos)
[image: ]
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Disclaimer
This publication is not legal advice and must not to be used or relied upon as a substitute for legal advice. Users must seek their own independent legal advice in relation to their particular circumstances.
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