ohca

Glow Health Care Australia

Let’s talk about

Service
Agreement

Easy Read English




ADVOCACY Q

iy
o
&ﬂ

www.ghca.com.au

THIS DOCUMENT WILL HELP YOU
UNDERSTAND ADVOCACY AND
WHO AN ADVOCATE IS.

ADVOCACY IS WHEN A PERSON
PUBLICLY HELPS TO PROMOTE,
PROVIDE AND PROTECT YOUR
HUMAN RIGHTS

ADVOCACY CAN HELP YOUR
VOICE BE HEARD AND YOUR
WISHES MET.

ADVOCACY CAN BE USED TO
HELP YOU BECOME PART OF
YOUR COMMUNITY.

SOMETIMES YOU MIGHT FIND IT
HARD TO SAY WHAT YOU WANT.
YOU MIGHT WANT SOMEONE TO:

- SUPPORT YOU

- SPEAKUP FOR YOU

- BE YOUR VOICE.

AN ADVOCATE CAN BE THAT
PERSON.

AN ADVOCATE IS A PERSON WHO
PROVIDES A PUBLIC VOICE FOR
YOU IF YOU CANNOT OR DO NOT
WANT TO SPEAK UP FOR
YOURSELF.




AN ADVOCATE SHOULD BE FAIR
AND TREAT EVERYBODY IN THE
—_— - SAME WAY.

YOU CAN ASK SOMEONE YOU
TRUST TO BE YOUR ADVOCATE,
LIKE YOUR:

- MUM OR DAD

- BROTHER OR SISTER

- CLOSE FRIEND.

OR YOU CAN ASK A
PROFESSIONAL, INDEPENDENT
ADVOCATE TO HELP YOU AND TO
BE YOUR VOICE.

THEY CAN HELP YOU MAKE GOOD
DECISIONS AND CHOICES
DESIGNED FOR YOU. YOUR
ADVOCATE SHOULD ALWAYS:

« LISTEN AND SUPPORT YOU
- TAKE YOUR SIDE

- HELP YOU MAKE YOUR OWN
GOOD CHOICES AND
DECISIONS

YOUR ADVOCATE CAN HELP YOU:
- GET READY FOR MEETINGS
- TELL PEOPLE/PROVIDERS
WHAT YOU WANT
- BY SIGNING DOCUMENTS FOR
YOU
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IMPORTANTLY, YOUR ADVOCATE
CAN REPRESENT YOU AND
SPEAK ON YOUR BEHALF.

YOUR ADVOCATE CAN HELP YOU
MAKE A COMPLAINT IF YOU ARE

NOT HAPPY WITH THE
FOLLOWING:

- SUPPORTS PROVIDED

. THE WAY YOU HAVE BEEN

TREATED.

YOUR ADVOCATE CAN SPEAK

FOR YOU AND TELL US HOW YOU
. . . HAVE BEEN MISTREATED.

--- THEY WILL HELP US

UNDERSTAND THE SUPPORT AND
ASSISTANCE YOU NEED.

YOUR ADVOCATE MUST KEEP
x YOUR INFORMATION PRIVATE.

.ﬂ NOT SURE HOW TO FIND AN

-. ADVOCATE?
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TALK TO THE DISABILITY
SERVICES MANAGER (DSM) AT
GLOW HEALTHCARE AGENCY
(GHA)

CALL: +61 (2) 8660 1936

THEY WILL HELP YOU FIND AN
ADVOCATE.

OUR MANAGER CAN ALSO HELP
YOU GO ONLINE TO USE THE

NDIS DISABILITY ADVOCACY

National Disability FINDER
Insurance Scheme
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THIS DOCUMENT TELLS YOU HOW
TO MAKE A COMPLAINT OR GIVE
FEEDBACK.

COMPLAINTS
AND FEEDBACK

GHCA WANTS YOU TO GIVE US
FEEDBACK OR MAKE A
COMPLAINT IF YOU ARE
UNHAPPY.

IT IS OKAY TO COMPLAIN IF YOU
ARE NOT HAPPY. TELL US WHEN
o 4 YOU ARE UPSET ABOUT:
- THE SUPPORTS YOU
I RECEIVED
« YOUR SUPPORT WORKERS
GHA.

IF YOU DO NOT FEEL
COMFORTABLE TELLING US
(_) ABOUT YOUR COMPLAINT, YOU

| < 4
SHOULD TELL SOMEONE YOU
TRUST, LIKE YOUR:
- MUM OR DAD
- BROTHER OR SISTER
- SUPPORT WORKER.

« ASK THEM TO HELP YOU
MAKE A COMPLAINT.

OR YOU CAN GET HELP FROM A
PROFESSIONAL, INDEPENDENT
ADVOCATE TO MAKE A
COMPLAINT OR PROVIDE

( FEEDBACK TO US.
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WE CAN HELP YOU FIND AN
ADVOCATE IF YOU WANT.

ASK OUR MANAGER TO HELP
YOU. CALL THEM ON +61 (2) 8660
1936.

HOW DO YOU MAKE A COMPLAINT
OR PROVIDE FEEDBACK TO US?

YOU CAN TALK TO:
. YOUR SUPPORT WORKER
. OUR COMPLAINT MANAGER
. THE DISABILITY SERVICES
MANAGER (DSM)

COMPLAINTS MANAGER
DIRECTLY:
. CALL: +61 (2) 8660 1936

@ . EMAIL: disability@ghca.com.au

YOU CAN CALL OR EMAIL OUR
\a OU CAN CALL O ou
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YOU CAN FILL OUT THE
COMPLAINTS AND FEEDBACK
FORM AND MAIL IT TO THE
COMPLAINTS MANAGER:
disability@ghca.com.au

ASK THE COMPLAINTS MANAGER
OR YOUR SUPPORT WORKER
FOR A COPY OF THE FORM.

YOU CAN FILL IN THE
PARTICIPANT SURVEY WE SEND
TO YOU EVERY YEAR.

YOU CAN MAKE A COMPLAINT AT
ANY TIME DIRECTLY TO THE NDIS
COMMISSION:

CALL: 1800 03 55 44

OR GO TO THEIR WEBSITE:

National Oisaoluty WWW.NDISCOMMISSION.GOV.AU

Insurance Scheme

mE{{
111 4

YOU CAN MAKE A COMPLAINT

AND REMAIN ANONYMOUS.

ANONYMOUS MEANS WE WILL
:. NOT KNOW WHO YOU ARE.
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TO BE ANONYMOUS, USE THE
ANONYMOUS COMPLAINT AND
FEEDBACK FORM PROVIDED AT
YOUR INTAKE MEETING:

. COMPLETE THE FORM (YOUR
ADVOCATE CAN DO THIS FOR
YOU).

. MAIL IT BACK TO US USING
THE STAMPED, SELF-
ADDRESSED ENVELOPE
PROVIDED.

REMEMBER, IF YOU COMPLAIN
ANONYMOUSLY, WE CANNOT
PROVIDE YOU WITH A RESPONSE,
AS WE WILL NOT KNOW WHO YOU
ARE.

WE TAKE ALL COMPLAINTS AND
FEEDBACK WE RECEIVE
SERIOUSLY.

SERVICE AND SUPPORTS BETTER

/ THEY HELP US TO MAKE OUR
FOR YOU!
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OUR COMPLAINT MANAGER WILL:
« TALK WITH YOU ABOUT YOUR

& @
PROBLEM
II I Il - WRITE EVERYTHING YOU SAY
DOWN

« PLAN TO FIX YOUR PROBLEM.

OUR COMPLAINT MANAGER WILL:
« TRY TO FIX YOUR PROBLEM
« CONTACT YOU REGULARLY

TO TELL YOU HOW THE
PROBLEM IS BEING FIXED.

TO KEEP YOU SAFE, IF YOUR
COMPLAINT OR FEEDBACK
INVOLVES SOMEONE BEING PUT

IN DANGER OF BEING HURT, WE
WILL TELL THE POLICE AND THE

NDIS.

x WE KEEP EVERYTHING YOU TELL
US PRIVATELY.

IF YOU ARE UNHAPPY WITH THE
WAY WE HANDLE YOUR

\ FEEDBACK OR COMPLAINT, YOU
“ CAN TELL THE NDIS COMMISSION:
« CALL: 1800 03 55 44 (FREE
\ CALL FROM A LANDLINE)

. GO TO THEIR WEBSITE:
WWW.NDISCOMMISSION.GOV.
AU
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THIS DOCUMENT EXPLAINS WHAT
A CONFLICT OF INTEREST IS AND
WHAT GHA DOES TO MANAGE
THEM.

A CONFLICT OF
\ INTEREST OCCURS WHEN A
STAFF MEMBER'S INTERESTS
» DIFFER FROM GHA'S OR YOUR
BEST INTERESTS.

OUR STAFF SHOULD
ALWAYS DO WHAT IS BEST FOR
YOU AND GHA.

CONFLICT OF
INTEREST

OUR STAFF'S
INTERESTS ARE CALLED
PRIVATE INTERESTS.

A

A PRIVATE INTEREST CAN BE:
« DIRECT — SOMETHING OWNED
BY THE PERSON
- INDIRECT — SOMETHING
OWNED BY A FAMILY MEMBER
OR A CLOSE FRIEND.

/
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A PRIVATE INTEREST CAN ALSO

BE:

« FINANCIAL — GETTING MONEY
FROM IT

« NON-FINANCIAL — BUILDS
PERSONAL RELATIONSHIPS IN
THE COMMUNITY OR WITH
FRIENDS AND FAMILY.

IT IS OKAY FOR STAFF TO HAVE A
CONFLICT OF INTEREST IF THEY
TELL GHA.
WE CAN THEN DECIDE WHAT TO
DO ABOUT THEIR CONFLICT OF
INTEREST TO MANAGE IT.
oﬂ
a®
a

A CONFLICT OF INTEREST MAY

BE:
« ACTUAL - IT HAPPENED

« POTENTIAL —IT COULD

BECOME A PROBLEM
PERCEIVED - IT SEEMS LIKE A
CONFLICT BUT IS OKAY AS
LONG AS IT IS MONITORED.

® O A CONFLICT OF INTEREST CAN

HAPPEN IF A STAFF MEMBER'S
CLOSE FRIENDS OR FAMILY
BECOME INVOLVED IN WORK
DECISIONS.
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A CONFLICT OF INTEREST CAN
HAPPEN IF A STAFF MEMBER
GETS EXTRA MONEY BY
WORKING FOR A DIFFERENT
COMPANY WHILE WORKING AT
GHA.

A CONFLICT OF INTEREST
HAPPENS WHEN OUR STAFF:
- ARE INVOLVED WITH
ANOTHER ORGANISATION
- ENCOURAGE YOU TO USE
THE OTHER PROVIDER TO
RECEIVE SUPPORTS.

HOW DOES GHA MANAGE A

|_I_| STAFF CONFLICT OF INTEREST?

o o WE ASK ALL OF OUR STAFF TO
TELL US (DECLARE) THEIR
Iqua CONFLICT OF INTEREST AS SOON
AS POSSIBLE.

OUR MANAGER ASSESSES ALL
STAFF CONFLICTS OF INTEREST
TO MAKE SURE THEY WILL NOT
SEVERELY IMPACT OUR
ORGANISATION OR YOU IN ANY
WAY.
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OUR MANAGER WILL MANAGE

x AND MONITOR ALL DECLARED
CONFLICTS TO ENSURE THEY
x CONTINUE NOT TO IMPACT YOU
OR US.

WE REGULARLY

CHECK THAT CONFLICTS OF
INTEREST ARE NOT IMPACTING
GHA'S:

« SUPPORT PROVISION
« QUALITY OF SUPPORT
« GOOD DECISION-MAKING.

HOW DO WE ENSURE NO
CONFLICT OF INTEREST WITH A
PARTICIPANT?

OUR GHA STAFF WILL DISCUSS
ANY IDENTIFIED CONFLICTS OF
INTEREST THAT COULD IMPACT
THE SUPPORT YOU RECEIVE.
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. u OUR MANAGER WILL

EXPLAIN HOW WE MANAGE THE
CONFLICT.

WE WANT YOU TO TELL US IF
YOU ARE UNHAPPY ABOUT
MANAGING THE CONFLICT OF
INTEREST.

' ‘ WE WILL WORK WITH YOU TO TRY
, N AND MAKE CHANGES TO MAKE
",

YOU HAPPY.

ANY DECISIONS YOU MAKE
!I! ABOUT YOUR PROVIDERS OR
m SUPPORTS WILL NOT IMPACT THE

CURRENT SUPPORTS WE
B PROVIDE YOU.

USING OTHER PROVIDERS WILL
NOT IMPACT THE QUALITY OF
SUPPORTS YOU RECEIVE FROM
GHCA.
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IF WE CANNOT FIX THE CONFLICT
OF INTEREST AND ARE UNHAPPY,
~ WE MAY REFER YOU TO
ANOTHER PROVIDER.
” WE WILL TALK WITH YOU ABOUT

THIS.
® O ;

WE WILL WORK OUT THE BEST
WAY FOR YOU TO CONTINUE
RECEIVING THE SUPPORTS YOU
NEED.

IF YOU ARE REFERRED TO

ANOTHER PROVIDER, WE WILL
ASSIST WITH YOUR TRANSITION

FROM OUR SERVICE.
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THIS DOCUMENT TELLS YOU
WHAT AN INCIDENT IS AND HOW
GHCA MANAGES THEM.

INCIDENT
MANAGEMENT

THERE ARE TWO TYPES:
1.A GENERAL INCIDENT
2.A REPORTABLE INCIDENT.

A GENERAL INCIDENT IS:

- WHEN A PERSON CAUSES
YOU HARM OR COULD HAVE
CAUSED YOU HARM

« WHEN YOU HURT SOMEONE
ELSE

-« WHEN YOU FEEL THAT
SOMEONE IS GOING TO HURT
YOU.

£
S

A REPORTABLE INCIDENT IS
WHEN ONE OF THE FOLLOWING
HAPPENS:

- ADEATH

- A SERIOUS INJURY

- ABUSE

« NEGLECT

« SEXUAL MISCONDUCT

« UNREGULATED USE OF

RESTRICTIVE PRACTICES.
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IF YOU ARE INVOLVED IN AN
INCIDENT, YOU MUST
IMMEDIATELY TELL OUR
MANAGER, YOUR SUPPORT
WORKER OR A TRUSTED
PERSON.

A OUR MANAGER WILL MEET WITH
YOU TO RECORD WHAT WAS SAID
AND DONE DURING THE
INCIDENT.

OUR MANAGER WILL ASK YOU:
- WHAT HAPPENED
- THE NAMES OF PEOPLE
« WHO SAW THE INCIDENT
« WHEN YOU TOLD SOMEONE
ABOUT THE INCIDENT (DATE

® ®
AND TIME)
I DETAILS OF THE PERSON YOU

TOLD

« HOW THE INCIDENT
AFFECTED YOU

- WHAT COULD BE DONE TO

« STOP THE INCIDENT FROM
HAPPENING AGAIN.

YOUR SAFETY IS IMPORTANT TO
US. AFTER AN INCIDENT, WE WILL

PROVIDE SUPPORT OR
d ASSISTANCE TO HELP YOU
RECOVER FROM THE INCIDENT.



AFTER AN INCIDENT, GHA WILL:

. DO ALL WE CAN TO MAKE
SURE YOU ARE SAFE

. PROVIDE YOU WITH ADVICE
AND SUPPORT

. ARRANGE FOR COUNSELLING
OR MEDICAL SUPPORT (IF
REQUIRED).

WE WILL SUPPORT YOU BY:
« FIXING THE INCIDENT
QUICKLY
« HELPING YOU LOOK AFTER
YOUR HEALTH AND WELL-
BEING (WHERE WE CAN).

WE WILL REGULARLY KEEP YOU
UP TO DATE WITH HOW WE ARE
MANAGING THE INCIDENT.

THE MANAGER WILL CONTACT
N % YOU TO:
N\ . TALK ABOUT WHAT

HAPPENED

« TELL YOU WHAT ACTIONS WE
WILL TAKE TO FIX THE
INCIDENT

« EXPLAIN TO YOU WHAT
ACTIONS HAVE ALREADY
BEEN TAKEN.
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WE WILL ASK FOR YOUR:

- FEEDBACK AND THOUGHTS
ON HOW WE ARE FIXING THE
PROBLEM

- IDEAS ABOUT ANY CHANGES
THAT COULD HELP YOU IN
THE FUTURE.

WHAT HAPPENED AND STOP IT
FROM HAPPENING AGAIN.

\g OUR MANAGER INVESTIGATES
7 THE INCIDENT TO WORK OUT

WE THEN COMPLETE A REVIEW
OF THE INCIDENT TO IMPROVE
OUR SERVICE BY:
« LEARNING WHAT HAPPENED
« MAKING CHANGES TO STOP IT
FROM HAPPENING AGAIN.

SOME CHANGES WE

MIGHT MAKE COULD BE TO:
- CHANGE OUR PRACTICES
« CHANGE OUR POLICIES
« RETRAIN OUR STAFF.
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REPORTABLE INCIDENTS

A REPORTABLE INCIDENT IS
WHEN YOU OR ANOTHER
PARTICIPANT ARE BADLY HURT
OR MISTREATED.

GHA MUST TELL THE NDIS
COMMISSION IF A REPORTABLE
INCIDENT HAPPENS.

o -
o -
o —
o —

National Disobility
Insurance Scheme

WE MUST COMPLETE AN NDIS
N\ N REPORTABLE INCIDENT FORM.
- IMMEDIATE NOTIFICATION
FORM
« 5-DAY NOTIFICATION FORM.

GHA MUST SEND THE FORM TO
THE NDIS COMMISSION USING
THE NDIS PORTAL.
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THE NDIS COMMISSION REVIEWS
THE INCIDENT. THEY WILL TELL
US IF WE NEED TO TAKE ANY
FURTHER ACTION.

WE WILL UPDATE YOU ON THE
NDIS COMMISSION'S FINDINGS,
INCLUDING ANY ACTIONS WE
MUST TAKE.

WE KEEP EVERYTHING YOU TELL
US PRIVATELY.

IF YOU ARE UNHAPPY WITH THE
WAY WE HANDLE YOUR

INCIDENT, YOU CAN TELL THE
\ NDIS COMMISSION:

) . CALL: 1800 03 55 44 (FREE
N\, CALL FROM A LANDLINE)
. GO TO THEIR WEBSITE:

WWW.NDISCOMMISSION.GOV.
AU
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THIS DOCUMENT TELLS YOU HOW
WE WILL LOOK AFTER YOUR
MONEY AND PROPERTY.

MONEY &
PROPERTY

YOU ARE THE OWNER OF YOUR
MONEY AND PROPERTY.

IF YOU SAY IT IS OKAY, WE CAN
HELP YOU BUY THINGS WITH
YOUR MONEY, AND WE WILL USE
YOUR PROPERTY TO DELIVER
YOUR SERVICES.

WE CAN ONLY USE YOUR MONEY
OR PROPERTY IF YOU HAVE
AGREED, AND IT IS WRITTEN IN
YOUR SERVICE AGREEMENT AND
SUPPORT PLAN.

YOU AGREE TO OUR STAFF
HELPING YOU USE BY
COMPLETING THE PARTICIPANT
MONEY AND PROPERTY
CONSENT FORM.
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PROPERTY:

« OUR STAFF WILL ONLY USE
YOUR PROPERTY IF NEEDED
TO HELP DELIVER YOUR
SERVICES.

- IT WOULD BE BEST IF YOU
TOLD US IT IS OKAY TO USE
YOUR PROPERTY.

« WE WILL ADD A LIST OF
PROPERTIES THAT CAN BE
USED IN YOUR SUPPORT

PLAN.
MONEY:
P YOU TELL US HOW YOU WANT TO
—— SPEND YOUR MONEY.
m OUR STAFF CANNOT TOUCH
YOUR MONEY WITHOUT
PERMISSION.

IF YOU ASK A SUPPORT WORKER
TO HELP YOU SPEND YOUR
MONEY, THEY MUST CHECK IF
THEY CAN WITH OUR MANAGER.

OUR STAFF CANNOT USE YOUR
PIN OR GET MONEY FROM AN
ATM BECAUSE THIS IS YOUR
VERY PRIVATE INFORMATION.
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IF A SUPPORT WORKER HELPS
YOU WITH YOUR MONEY, THEY
MUST FOLLOW OUR RULES TO
KEEP YOU AND YOUR MONEY
SAFE.

OUR STAFF WILL KEEP ALL

i RECEIPTS FOR THINGS THEY
HAVE USED YOUR MONEY TO
BUY.
THEY WILL KEEP A RECORD OF
ALL OF YOUR MONEY THAT HAS
BEEN SPENT.

STAFF WILL COUNT OUT YOUR

MONEY WITH YOU BEFORE
A BUYING SOMETHING. THEY WILL
COUNT OUT YOUR CHANGE
AFTER BUYING SOMETHING. YOU
WILL BOTH SIGN A RECORD
AGREEING YOUR MONEY WAS
CORRECTLY SPENT.

A GHA WILL TELL YOU HOW AND
WHEN YOUR MONEY WAS SPENT
EVERY MONTH.

OUR STAFF CANNOT GIVE YOU
x ANY ADVICE OR INFORMATION
ABOUT MONEY MATTERS.
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IF WE THINK SOMEONE 1S
MISUSING YOUR MONEY OR
PROPERTY, OUR MANAGER WILL
TELL YOU.

THE MANAGER WILL:

,J - INVESTIGATE, RECORD
o EVIDENCE AND WRITE A
h REPORT

. TELL THE POLICE OR OTHER
AUTHORITIES, IF NEEDED

. PROVIDE ADDITIONAL
SUPPORT TO YOU (IF
NEEDED).

IF YOU WANT HELP AFTER THE
SERVICE AGREEMENT IS
WRITTEN, WE WILL:
-« TALK TO YOU ABOUT THE
HELP NEEDED
- WRITE EVERYTHING IN YOUR
NOTES.

THE MANAGER WILL THEN:
INCLUDE THE HELP YOU NEED IN
YOUR SERVICE AGREEMENT AND
SUPPORT PLAN, AND GIVE YOU
AN UPDATED COPY.

h
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IF YOU ARE UNHAPPY WITH HOW
N\ % WE MANAGE YOUR MONEY OR
\ PROPERTY, YOU CAN TELL THE
NDIS COMMISSION:
. CALL: 1800 03 55 44 (FREE
CALL FROM A LANDLINE)
. GO TO THEIR WEBSITE:
WWW.NDISCOMMISSION.GOV.
AU
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PRIVACY AND THIS DOCUMENT TELLS YOU

ABOUT YOUR PRIVACY AND YOUR

YOUR PERSONAL PERSONAL INFORMATION.
INFORMATION

. TO HELP US PROVIDE YOU WITH
THE PROPER SUPPORT AND
SERVICES, WE COLLECT AND
STORE PERSONAL INFORMATION
ABOUT YOU.

A WE USE YOUR PERSONAL
INFORMATION TO WORK WITH
YOU TO DESIGN SUPPORTS AND
CARE THAT MEETS YOUR NEEDS.

PERSONAL INFORMATION CAN
INCLUDE:
-« YOUR NAME, ADDRESS AND
PHONE NUMBER
« YOUR ADVOCATE'S CONTACT
DETAILS
- DETAILS ABOUT PEOPLE WHO
YOU ARE CLOSE TO (MUM,
BROTHER OR A GOOD
FRIEND)
- SUPPORTS YOU NEED
« YOUR MEDICAL RECORDS
- OTHER SUPPORT PROVIDERS
YOU USE
- WHY AND HOW WE ARE
HELPING YOU.
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IT IS GHA 'S RESPONSIBILITY TO
KEEP YOUR PERSONAL
INFORMATION PRIVATE AND
SAFE.

WE ONLY SHARE OUR
INFORMATION WITH OTHERS IF
YOU SAY "YES" OR IF THE LAW
SAYS WE MUST.

YOU CAN SAY 'NO' WHEN ASKED
TO SHARE YOUR INFORMATION
WITH GOVERNMENT AGENCIES
(LIKE THE NDIS).

THIS INSTRUCTION MEANS YOU
OPT OUT OF SHARING YOUR
PERSONAL INFORMATION.

*" WE WILL ASK YOU TO SIGN AN
INFORMATION CONSENT FORM.
THE FORM GIVES US YOUR
APPROVAL TO USE YOUR
PERSONAL INFORMATION.

WE ALSO ASK YOU TO INCLUDE
ALL THE PEOPLE WITH WHOM
YOU ARE HAPPY TO SHARE YOUR
PERSONAL INFORMATION ON THE
FORM.
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YOUR INFORMATION WILL ONLY
BE SHARED WITH PEOPLE WHO

YOU HAVE SAID CAN SEE IT,
LIKE:

AN ADVOCATE

A TRUSTED PERSON
OTHER SUPPORT
PROVIDERS

SUPPORT WORKERS
GOVERNMENT
ORGANISATIONS THAT
SUPPORT YOU.

YOU HAVE RIGHTS WHEN IT
COMES TO THE MANAGEMENT

OF YOUR PERSONAL

INFORMATION.

YOU CAN:

L

ASK OUR MANAGER TO SEE
YOUR PERSONAL
INFORMATION AT ANYTIME
TELL US TO CORRECT
WRONG OR INCOMPLETE
INFORMATION TELL US IF
YOU THINK THE
INFORMATION IS WRONG
AND MUST BE DELETED
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THIS DOCUMENT TELLS YOU

PARTICIPANT’S ABOUT YOUR RIGHTS
RIGHTS

AUSTRALIAN LAWS RESPECT THE

RIGHTS OF PEOPLE WITH
DISABILITY. THE LAWS SAY YOU:
- - « SHOULD BE INCLUDED IN
COMMUNITY LIFE, AND

- HAVE THE SAME RIGHTS AS
ALL OTHER AUSTRALIANS.

- WHAT ARE YOUR HUMAN
— RIGHTS?

YOU SHOULD BE:
- SAFE IN YOUR HOME AND
ANYWHERE ELSE
- TREATED WITH RESPECT
- PART OF YOUR CULTURAL
COMMUNITY.

YOU SHOULD BE ABLE TO:
- PARTICIPATE IN YOUR
RELIGION
- EXPRESS YOUR SEXUALITY
« COMMUNICATE IN YOUR
FAMILY'S LANGUAGE.
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YOU ALSO HAVE RIGHTS WHEN
WORKING WITH GHA AND OTHER

e - DISABILITY SUPPORT
PROVIDERS.

YOU HAVE THE RIGHT TO:
. RECEIVE GOOD QUALITY
0 ® SERVICES

. TELL US WHAT YOU WANT

. CHOOSE THE TYPE OF
SUPPORT WORKER YOU
WANT

. MAKE YOUR OWN CHOICES.

YOU ALSO HAVE THE RIGHT TO:
- BE SAFE
« GET HELP WHEN YOU NEED IT
« TRY NEW THINGS AND TAKE
RISKS.

0 HOW DOES GHA RESPECT YOUR

RIGHTS?

« GHA WILL:

- KEEP YOU SAFE

.« SHOW YOU RESPECT AND
RESPECT YOUR PRIVACY

- TREAT YOU WELL

- HELP YOU MAKE YOUR OWN
CHOICES

« LISTEN TO YOU

« INVOLVE YOUR FAMILY,
ADVOCATE AND OTHER
SUPPORT CARERS (IF YOU
WANT US TO).
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WE WILL ALSO:

« ASKYOU TO TELL US WHAT
SUPPORTS YOU WANT AND
THE TYPE OF WORKER YOU
NEED

- KEEP YOUR PERSONAL
INFORMATION PRIVATE.

WE CAN ALSO HELP YOU FIND AN
ADVOCATE IF YOU NEED ONE.

YOU CAN SAFELY:

« MAKE COMPLAINTS AND
PROVIDE FEEDBACK TO US

« TELL US YOU WANT TO USE
ANOTHER PROVIDER.

- WE WILL FOLLOW YOUR
INSTRUCTIONS UNLESS WE
FEEL THAT YOU MAY GET
HURT.

Py PY WE WILL THEN TALK TO YOU AND

YOUR ADVOCATE/FAMILY ABOUT

IETFJ ANY RISKS TO HELP YOU MAKE A
SAFE DECISION.

WE ALSO MAKE SURE OUR
SUPPORT WORKERS FOLLOW
OUR SERVICE CHARTER OF
RIGHTS.
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WHAT IS A SERVICE THIS DOCUMENT TELLS YOU
AGREEMENT? Q WHAT A SERVICE AGREEMENT IS

AND WHY YOU NEED ONE.

A SERVICE AGREEMENT IS A
DOCUMENT.

IT IS AN AGREEMENT BETWEEN
YOU AND YOUR SERVICE
PROVIDER.

THE SERVICE PROVIDER IS THE
PERSON OR ORGANISATION
SUPPORTING YOU (LIKE GHA).

WHEN YOU AGREE ON THE

SERVICES YOU WANT FROM THE

' ‘ PROVIDER, IT IS WRITTEN DOWN
" IN THE SERVICE AGREEMENT.

l"’ THE SERVICE AGREEMENT SAYS

THAT YOU AND YOUR PROVIDER

AGREE TO THE SERVICES THEY
WILL PROVIDE.

THE SERVICE AGREEMENT SAYS

THAT YOU AND YOUR PROVIDER

AGREE TO THE SERVICES THEY

WILL PROVIDE.

TO SHOW THAT YOU AGREE, YOU

SIGN THE SERVICE AGREEMENT.
NN/

WE (THE PROVIDER) WILL ALSO

SIGN THE AGREEMENT
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THE SERVICE AGREEMENT HELPS
ENSURE YOU RECEIVE THE
SERVICES THAT ARE RIGHT FOR
YOU.

YOUR SERVICE AGREEMENT IS
HELPFUL BECAUSE IT PROVIDES
EVERYTHING AGREED TO IN
WRITING.

IF YOU NEED HELP ENTERING A
SERVICE AGREEMENT, YOU CAN
ASK A TRUSTED PERSON TO
SUPPORT YOU.

A TRUSTED PERSON MIGHT BE A
FAMILY MEMBER, YOUR CARER, A
FRIEND OR AN INDEPENDENT
ADVOCATE.

YOUR TRUSTED PERSON
(ADVOCATE) CAN SPEAK ON
YOUR BEHALF.

YOUR TRUSTED PERSON
(ADVOCATE) CAN SIGN YOUR
SERVICE AGREEMENT FOR YOU
(BUT ONLY IF YOU SAY THAT IS
OKAY).
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WE WILL MEET WITH YOU AND
ASK YOU TO DISCUSS THE
SUPPORT YOU WANT.

WE WANT YOU TO TELL US THE
FOLLOWING:
« WHAT TYPE OF SUPPORTS
YOU NEED
-« HOW DO YOU WANT YOUR
SUPPORTS PROVIDED
. THE TYPE OF SUPPORT
WORKER YOU WANT TO
WORK WITH
« WHEN YOU NEED SUPPORTS
« HOW LONG YOU WILL NEED
THE SUPPORTS.

WE WILL TALK TO YOU ABOUT
THE FOLLOWING:
- THE SUPPORTS WE CAN

e 4
PROVIDE
Eq I PJ YOUR RIGHTS AND
RESPONSIBILITIES

« OUR RESPONSIBILITIES
« ANYTHING SPECIAL THAT WE
MUST CONSIDER.

IT IS A GOOD IDEA TO BRING A
COPY OF YOUR NDIS PLAN TO
YOUR SERVICE AGREEMENT
MEETINGS.

(IF YOU WANT, WE CAN PUT A
COPY OF YOUR PLAN IN YOUR
AGREEMENT.
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ONCE WE BOTH HAVE AGREED
ON SUPPORT AND COSTS, WE
WILL WRITE THE SERVICE
AGREEMENT.

WE WILL THEN PROVIDE TWO
COPIES FOR YOU TO READ AND
SIGN.

THE SERVICE AGREEMENT WILL
INCLUDE WHAT IS EXPECTED
FROM YOU AND US (OUR
RESPONSIBILITIES).

WE WILL EXPLAIN OUR
RESPONSIBILITIES TO YOU.
WE WILL EXPLAIN THE
RESPONSIBILITIES WHICH YOU
MUST MEET.

i

THE SERVICE AGREEMENT WILL
INCLUDE INFORMATION ABOUT
COSTS.

IT WILL INCLUDE HOW MUCH OUR
SERVICE WILL COST YOU.

WHEN DO YOU SIGN THE
SERVICE AGREEMENT?

YOU ONLY SIGN THE SERVICE
AGREEMENT IF YOU AGREE WITH
WHAT IS WRITTEN IN IT.

THERE WILL BE TWO COPIES TO
SIGN (ONE FOR YOU AND ONE
FOR US).
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YOU SIGN THE AGREEMENT, AND
THEN WE WILL SIGN IT.

WE WILL GIVE YOU A COPY OF
YOUR SERVICE AGREEMENT, AND
WE WILL KEEP A COPY IN YOUR
FILE.

DO NOT FORGET TO KEEP YOUR
COPY IN A SAFE AND PRIVATE
PLACE.

YOU CAN CHANGE OR END YOUR
SERVICE AGREEMENT WITH US.
JUST TALK TO OUR MANAGER TO
CHANGE AN AGREEMENT.

TO END AN AGREEMENT, TELL US
IN WRITING (IF YOU CAN).
PLEASE GIVE US THE RIGHT
AMOUNT OF NOTICE (CHECK
WHAT IS WRITTEN IN YOUR
SERVICE AGREEMENT).

' WE WILL PROVIDE YOU WITH THE
SUPPORT YOU NEED TO LEAVE

‘/ OUR SERVICE.

www.ghca.com.au



ZERO TOLERANCE -
THIS DOCUMENT SHOWS HOW
VIOLENCE, ABUSE, GHA PREVENTS OR MANAGES
NEGLECT AND Q VIOLENCE, ABUSE, NEGLECT AND
EXPLOITATION.
EXPLOITATION

YOU HAVE THE RIGHT TO ENJOY

A LIFE FREE FROM VIOLENCE,
ABUSE, NEGLECT AND
EXPLOITATION.

YOU SHOULD ALWAYS FEEL SAFE
WHEN RECEIVING SUPPORTS

‘/ FROM US.
IF YOU FEEL UNSAFE, TELL OUR

MANAGER IMMEDIATELY.

. VIOLENCE IS WHEN SOMEONE
HURTS YOU PHYSICALLY (LIKE
HITTING, PUNCHING OR
SLAPPING YOU).

ABUSE IS WHEN SOMEONE
MISTREATS YOU AND HURTS
YOUR BODY OR YOUR FEELINGS.

NEGLECT IS WHEN SOMEONE IS
& NOT CARING FOR YOU OR
- HELPING YOU HOW THEY ARE
SUPPOSED TO.
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EXPLOITATION IS WHEN
SOMEONE IS TAKING ADVANTAGE
OF YOU.

GHA DOES NOT ALLOW ANY ACTS
OF VIOLENCE, ABUSE,
EXPLOITATION OR NEGLECT

TOWARDS YOU.
' IT IS OUR RESPONSIBILITY TO
PROTECT YOU AND KEEP YOU
o= SAFE
4 ® WE WANT YOU TO TELL US IF

SOMEONE HURTS YOU OR DOES
I NOT FEEL SAFE WITH SOMEONE.

IF YOU DO NOT FEEL
COMFORTABLE TELLING US, YOU
SHOULD TELL SOMEONE YOU
TRUST, LIKE YOUR:

- MUM OR DAD

- BROTHER OR SISTER

- SUPPORT WORKER.

OR YOU CAN GET HELP FROM A
PROFESSIONAL, INDEPENDENT
ADVOCATE.
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WE CAN HELP YOU FIND AN
ADVOCATE IF YOU WANT.

ASK OUR MANAGER FOR HELP.
CALL +61 (2) 8660 1936

YOU CAN ALSO GET HELP BY
\ % CALLING THE NATIONAL
DISABILITY ABUSE HOTLINE ON
1800 880 052.
TO KEEP YOU SAFE, WE WILL:
- MAKE SURE OUR STAFF
A « FOLLOW THE RULES
« TRAIN STAFF ON HOW TO
HELP YOU
« KEEP YOUR INFORMATION
- PRIVATE.

GHA WILL ALWAYS:

SUPPORT YOU IF SOMETHING
TERRIBLE HAPPENS

CALL THE POLICE IF WE NEED TO.

WE WILL ALWAYS:
« LISTEN TO YOU OR YOUR
ADVOCATE
- PROVIDE YOU WITH THE
SUPPORT YOU NEED
- KEEP YOU UPDATED ON
WHAT IS GOING ON.

IF YOU ARE NOT HAPPY WITH
HOW WE ARE HELPING YOU TELL
THE NDIS COMMISSION: CALL
1800 03 55 44 GO ONLINE
WWW.NDISCOMMISSION.GOV.AU
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